John Customer

123 W Easy St.

Anytown, USA 55555

Home: (555) 555-5555

Cel: (555) 555-5555

Email@email.com
CAREER SUMMARY

A successful leader with more than sixteen years of progressively increasing management experience in the communications/technical industry.  Extensive knowledge and proven performance in call center management, implementation of new programs and marketing strategies, strong leadership skills that consistently increased revenues. Established leader in the organization of large management teams, preparation, development and implementation of strategic and operational plans.  Organized, enthusiastic, self-starter and results oriented individual.

SPECIFIC AREAS OF EXPERTISE

Sales Leadership





Results Oriented

· Strong performance results


- Maximum focus to       

· Team Builder
  



completion of projects

· Creative Sales Strategist



-Competitive –challenge
 

· Skilled Negotiator




 others to increase 

performance results

Planning






Employee Development


· Strategic Business Planner
 
- Effective Career Mentor &   

· Proactive approach to issues
   
   Coach

· Continuous Improvement minded

- Proven Employee Motivator

PROFESSIONAL EXPERIENCE AND SELECTED ACHIEVEMENTS 

Realtor GSA International Realty Inc

GSA Mortgage – Phoenix, Arizona



2005- Sept. 2007

Started new career in Real Estate. Produced over 5 million in sales in 2006, with over 2 million year to date. Helped established a working office with a team player attitude. Providing guidance, customer service, and experience to help peers maximize closing skills. Results: More closings for GSA, peers confidence in real estate contracts and negotiations with other realtors, which in turn created more revenue for GSA Int’l Realty Inc.
Outbound Sales Supervisor III, MCI Mass Markets

MCI WorldCom – Phoenix, Arizona



2002-July 2003

Transferred back to the Phoenix center to help organize and motivate residential                   

sales in obtaining company objectives and center sales goals. Results: Established    

expectations, created environment for success, recognized accomplishments, and   Increased sales production by 125% of expectations, while maintaining 95% quality measurements.

Small Business Supervisor, MCI Mass Markets

MCI WorldCom – Chandler, Arizona


2001-June 2002

Motivated to be working for MCI WorldCom once again, I implemented coaching, monitoring, education and 100% positive energy to an established bay. Results: Increased confidence and morale, applied creative contests and motivational tools. A consistent focus on results increases LPH and LPS. Maintained 100% escalation free.

Customer Service Supervisor, Phase 2 Solutions

Phase 2 Solutions – Scottsdale, Arizona


2001-December 2001

Supervised 21 Qwest Wireless technical support/customer service professionals outsourced to Phase 2 Solutions. Closely involved with implementation, problem solving, best practices, and floor development. Results: Achieved preferred vendor from Qwest Wireless and consistently increased quality standards above competitors. Qwest Wireless awarded Phase 2 with Billing and reconciliation campaigns expanding project headcount.

Customer Service Manager, WorldCom Paging/Albertson’s

MCI WorldCom – Chandler, Arizona


2000-June 2001   

· Led a technical support/customer service team of nine supervisors and 210 service associates.  Provided overall direction and implemented key performance strategies to exceed customer service level agreements.  Results: Expanded operation by 125 employees over the course of 4 months based on projected increases in call volume.  Achieved 102% of service level plan while earning Top Team honors for the 4Q, 2000 and Top Quality honors for the year of 2000.

Hewlett Packard Line Manager

MCI Call Center Services – Chandler, Arizona

1998-2000

· Led a HP system of eight supervisors and 150 technical support associates, this included twenty second level support techs which achieved all customer service level agreements. Results:  Hired and developed supervisors to successfully achieve performance and quality results within their teams.  Created and implemented a second level support team of twenty associates and created new initiatives to drive quality support for the client.

Hewlett Packard Supervisor II

MCI Call Center Services – Chandler, Arizona

1997 - 1998

· Provided guidance and leadership to nineteen technical support associates.  This included monitoring, coaching and developing skills to achieve service level agreements for the client.  Results: Achieved number one performance in service level agreement and quality competing with thirteen other teams. 

Iomega Supervisor II

MCI Call Center Services – Chandler, Arizona

1996 - 1997

· Created, developed, and implemented a second level support team that problem solved customer issues.  In addition led a first level technical support team of eighteen associates.   Results:  Led the segment seven consecutive months in service level agreements and quality.

Outbound Sales Supervisor 

MCI Consumer Markets -
Phoenix, Arizona  

1991 - 1996

· Led a team of outbound telemarketing associates to achieve high level performance results and quality standards within numerous campaigns and small business sales.    This included hiring, developing and maintaining a positive, challenging work environment and maintaining headcount.  Results: Consistently achieved the “top ten status” and won numerous awards.

EDUCATION

Real Estate College




Westford Real Estate College
2004-2005

Call Center Management Certificate

University of Phoenix 








1998

A+ Certification




Training Solutions








1997

Culinary Arts





Kapiolani College








1982 - 1984

SELECTED ACCOMPLISHMENTS

MCI WorldCom Top Supervisor – “Best of the Best”  

MCI WorldCom Directors Circle Winner – 21 time winner 

MCI Circle of Excellence – Four-Time Winner

MCI Consumer Markets Leaders Award Winner  - 7-time winner

