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Work Experience

Customer Service Specialist
Henry Ford Health Systems
2017 to Present

Responsible for arriving patients and verifying insurance and demographics.
Specialty Champion and leader in coaching and training team in scheduling of specialty appointments.

Financial Specialist
PNC Bank, Livonia
2008 to 2015

Branch key financial consultant. Advise customers in retirement planning through an array of financial
vehicles including 401k rollovers, mutual funds, annuities and asset management accounts. Observe
and coach tellers and platform bankers in meeting customer request with 5 star language and resolution
while taking a consultative approach in offering financial solutions that will assist in meeting personal
financial objectives.

Licensed Personal Banker, Consumer & Business Banking
CHASE BANK, Lathrup Village
2005 to 2008

Acquire, retain and expand new and existing consumer and business relationships utilizing relationship
building and consultative selling techniques; proactively engage customers to assess financial needs and
recommend products and services, including mortgage, credit, and investment accounts.
• Tasked by management to participate in the tree-state platform conversion project resulting from the
merger with Bank One. Played a key role managing a team of eight in successfully transitioning Bronx
NY branch resulting in a seamless systems conversion without interruption to the customer.
• Increased monthly branch investment sales from about $50,000 to between $200,000 and $400,000.
• Ranked top in branch in mortgage sales consistently with $300,000 to $500,000 in loans and lines of
credit monthly over a 12-month period.

Independent Realtor
CENTURY 21 TODAY - Bloomfield Hills, MI
2003 to 2005

Managed all aspects of this entrepreneurial-based business, including bookkeeping, marketing, client
acquisition, and contract negotiation; marketed and sold homes in the Detroit Metro area; generated
sales through aggressive networking, prospecting, and marketing efforts; advised buyers and sellers
regarding property, market statistics, and purchasing / selling strategies.

Senior Technical Applications Consultant, National Accounts
SPRINT



1994 to 2003

Managed and coordinated the B2B customer implementations of Sprint services and products, including
full project management from engagement through post-implementation support, including testing and
training; assembled project teams and directed multiple location engagements.
* Partnered directly with national account customers in creating network designs and plans to migrate
service from other carriers onto the Sprint platform as well as implement Sprint system enhancements
for existing customers.
* Successfully led the on-site implementation of 43 major automotive call centers with zero defects
for General Motors resulting in an additional $ 1.2 million in Telecom services, support contracts, and
equipment sales.
* Built disaster recovery plans and served as the project's subject matter expert for internal resources
and outside vendors such as EDS during installations, providing guidance and solutions to resolve issues.
* Established and authored call center post-installation protocols relating to time of day, day of week
routing and technical operations.
* Met or exceeded sales and quality goals for support team 11 out of 12 performance months.

Customer Development Account Manager
SPRINT
1993 to 1994

Promoted into this newly created position resulting from industry-related regulatory and technology
changes affecting toll free portability; partnered with sales to launch a major customer retention
campaign; leveraged relationship building talents and extensive product knowledge as well as utilized
consultative and strategic sales techniques to retain business.
* Exceeded goal of 60% by retaining more than 80% of the existing toll free customer base as well as
grew retained customer accounts by approximately 40%.
* Received recognition from management for achievement.

Major Accounts Account Consultant
Sprint
1990 to 1993

Worked closely with cross-functional teams to grow the Chicago and Michigan territories by identifying
and recommending services to small local accounts.
* Designed billing hierarchies and developed procedures to report problem issues.
* Consistently recognized by management and staff.

Manager, Major Accounts
SPRINT - Chicago, IL
1988 to 1990

Managed a team of up to 15 representatives in executing retention initiatives targeting existing small
business customers throughout a Chicago-based territory; trained staff on new products and product
enhancements; prepared and delivered annual performance reviews.
* Successfully retained 98% of the existing customer base.
* Received achievement-based awards.

Call Center Supervisor
SPRINT - Chicago, IL
1986 to 1988



Supervised teams of 10-15 call center representatives. Worked in and inbound ACD environment,
monitored calls, provided coaching and feedback. Maintained processes and policies to encourage and
implemented strategies to align with and to improve departmental goals

Education

High school or equivalent
Oakland University - Rochester Hills, MI

Skills

• Call Center
• CSR
• Customer Service
• Customer Care
• Customer Support
• Disaster Recovery
• Team Management
• Customer service
• Bookkeeping
• Leadership
• Organizational skills
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