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DQI2413@yahoo.com


PROFILE

A self-motivated, dynamic professional with diverse credentials.  Combines solid strategic leadership and human resource experience. A strong Customer Service, Training, Projects, compliance and management background. Works collaboratively and individually while committed to achieve corporate goals.  Results driven with a proven ability to motivate personnel to reach desired company objectives; and dedicated to maximizing profits and creating an atmosphere of exceptional employee morale.  

STRENGTHS AND CORE COMPETENCIES

· Voiceovers for new hire lessons
· Great facilitating strengths working in a group or one on ones 

· Strong Management skills

· Thorough understanding of the importance of accurate, detailed reports and agendas

· Excellent ability to develop, educate, stimulate and motivate a team

· Skilled in Microsoft word, Publisher, Excel, Outlook, and Power Point

· Experience in teaching and following compliance guidelines and laws
· White and Yellow Belt in Six Sigma 

PROFESSIONAL EXPERIENCE

Citi Cards, Jacksonville, FL







2016 - Current
Business Trainer

Along with training new and existing employees, partnered with design on updating and streamline training courses for better learning experience for employees. Worked with team members on projects to enhance elite facilitation skills for trainers. Developed and implemented processes for cross site collaboration. 
· Customer Service Credit Cards and Banking
· Customer Service Specialties – Elite and Retention

· Collections – Blended, CCF, NCL, and UVC

· Quality Analyst for Paycheck Protection Program

· Compliance for all departments listed above

· Managed up to 30 agents at a time

Citi Cards, Jacksonville, FL







2014-2016
Customer Service Agent

Answer an average of 80-90 inbound calls a day.  Assisted customers on any issues or concerns that they may have had.  Advised customers on different products that are available to them at the time of their call.

· TSP in 2016

· Coached 23 people 

· Ranked 3rd in overall performance out of 167 agents

· Ranked 7th in accepts out of 167 agents (when you up-sell a product and they accept)

· Worked with UM to encourage team to bring up their numbers

· Regularly in compliance

Mama Q’s Pizza, Jacksonville, FL






2013-2016
Business owner/Administrative Assistant

My family opened up a small pizza shop called Mama Q’s Pizza located in the Mandarin area.  I helped to open the store and helped with Administrative work.

· Trained all the new hires on all POS systems and daily procedures

· Helped to launch our social media campaign

· Schedule employees to door hang our menus at different locations

· Managed all aspects of back of the house, (ex-I-4s, payroll, W-2s.) 

· Created employee manual

TAPS Bar and Grill, Jacksonville, FL






2010-2012
Assistant General Manager

Server and trainer for 6 months then promoted to Assistant General Manager. Managed a staff of 30 both front and back of restaurant, and had to manage to a budget.  Worked in the community to raise sales and build the TAPS brand.

· Handle the hiring and firing

· Coach and train staff to follow the mission statement and values of TAPS

· Run day to day operations (sales exceeding 136,000 per month)
· Responsible for the food and labor cost
· Interacted with each guest to assure quality and positive experience 
SunGard Relius, Jacksonville, FL







2006-2010
HR Coordinator 

Assisted the HR manager with employee information and filing, along with dispatching calls to the proper extension. 

· Trained New Hires on our phone system and SunGards’ daily procedures

· Managed company time sheets

· Organized charity committee

· Created monthly company newsletter

· Handled new hire paperwork

Additional Achievements

· Organize events:  Charity work, Boy Scouts, Schools, Churches, Fire Department at multiple jobs

· Handled HR issues and paperwork at multiple companies

· Organized events and team activities for department

· VOE contact for my department

