MARK A. WILLEY

PO BOX 1448

LYONS, CO  80540

720-771-1537

303-823-0320

                                                 swil565@aol.com

    PROFESSIONAL EXPERIENCE

       7/12 – 4/13

      Level 3 Communications

    Order Manager 1
                              Under general supervision, the Order Manager 1 is responsible for all aspects of small disconnect projects of lesser complexity or phases of larger disconnect projects.  The position is responsible for in-depth research in multiple source systems with a focus in cross organization resolution for any customer disconnect and requires working with other project team members and subject matter experts to drive project creation and execution.  The OM 1 must monitor daily tasks and project assignments in progress to ensure project schedule is being met.
     11/03 - 1/11

     Sunrise Medical

     Customer Service Representative/Trainer/Interim Team Lead 

                                Sunrise Medical is a manufacturer of high-end custom wheelchairs.  The customer representative’s primary responsibility is processing orders for complete custom wheelchairs or ordering parts for existing wheelchairs.  The trainer is responsible for providing training when new employees are hired into the department, training all CSR’s when new products are launched and providing continuing support for the team on a daily basis.  In the absence of the team lead or customer service manager the acting team lead is responsible for maintaining established service levels.
        12/01 - 7/03

        TransFirst (formerly ACS Services)

       Client Relations Representative

                                TransFirst is a credit card processor for small community banks and Independent Sales Organizations.  The Client Relations Representative is responsible for day-to-day bank and Independent sales organizations (ISO) support and new bank conversions.   Their role is designed to expedite the conversion process for all new banks and ISO’s.  The position is responsible for all daily front line support to agent banks and ISO’s including: application follow-up, general procedural questions, day-to-day operational support of banks, ISO’s and their merchants.   The Client Relations Rep monitors and handles questions regarding ACH, address and name changes, billing, equipment, pricing, profitability, etc.  They assist the Account Manager with special projects and are the primary back for the Account Manager in their absence.  

       9/89 - 10/01

      EDS (formerly Neodata, Centrobe)

      Client Service Account Manager

      10/98 - 10/01

      The Client Service Account Manager serves as a liaison between EDS and clients in all matters relating to magazine fulfillment.  This position handles all internal and client questions for a specific group of publications and is responsible for the following: client training, client meetings, managing projects, analyzing statistical information, researching invoicing questions/and or disputes, recommending changes in processing and pricing, recommending sales opportunities, planning, communicating and performing other publication dependent services.  In addition, coordinates fulfillment information services tasks with vendor/partners and disseminates business updates and procedures to processing departments. The Account Manager supervises Associates and Clerks in their particular area.

Account Associate

12/92 - 10/98

Assist the Account Manager in maintaining the business relationship between Neodata and its customers.  The Account Associate interacted with all Neodata departments and client vendors, supervision of the Business Support Clerks/Coordinators to ensure the timely, correct accomplishment of the tasks necessary to maintain communication with customers.  Qualifications for this position include excellent written and verbal communication skills, attention to detail, ability to initiate and complete tasks without supervision, leadership skills, patience and self-discipline in dealing with angry clients, knowledge of Microsoft Windows, Word & Excel and Neodata operating systems.  

Cash Management Supervisor

6/92 - 12/92

Supervisor for Cash Management Department (prior to CSC environment) of twenty-five to forty employees.  Ensured timely and accurate validation of media and routing of moneys for deposit.  Assisted and monitored quality of the department.  Responsibilities towards the team included regular reviews, monitoring absenteeism, and dealing with a variety of typical personnel issues.  

Customer Service Supervisor

1/91 - 6//92

Responsible for a team of Customer Service Representatives (20-35 employees) handling phone, specialized and hardcopy inquiries.  Assisted and monitored the quality of the team on a daily basis.  Responsibilities towards the team included regular reviews, monitoring absenteeism, and dealing with a variety of typical personnel issues.

Customer Service Representative

9/89 - 1/91

Received inbound calls from customers with questions or problems regarding their magazine subscriptions; other duties included written correspondence with subscribers and data entry.

SKILLS
Excellent communication skills, Team Building, Training, Customer Service, Project Management and Research, Facilitation and Quality Control, Retail.
Computer Skills

MS Word, Excel, Outlook, Power Point, JD Edwards and several proprietary systems.
EDUCATION

Austin Peay State University, Clarksville, TN - B.S. Geology, 1982

Florida State University, Tallahassee, FL - Business Administration Major

Introduction to Windows 95, Facilitation Basics Seminar, Working Class, Leadership Seminar, Team Building Seminar.

MILITARY

Honorably discharged Vietnam Veteran

ACTIVITIES/INTERESTS

Backcountry skiing, hiking, kayaking, banjo, concertina, home brewing, 

former member of Bryan Mountain Nordic Ski Patrol ,
former senior instructor with the Colorado Mountain Club Mountaineering School - Boulder Group.

