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CUSTOMER SERVICE & TEAM MANAGER
Onboarding & Training | Employee Operations | Strategic Initiatives

A Customer Service & Operations professional with a proven track record of partnering with leadership to streamline customer service operations and communications. Skilled in fostering a positive and productive work environment that focuses on building trust and providing clear communication to navigate complex client challenges. Excels at articulating complex ideas and expectations to both technical and non-technical audiences, with a strong focus on enhancing the customer experience. Proficient in MS Office, G-Suite, HubSpot, Workday, Bullhorn, PeopleNet, Tableau, and Intellum.

VALUE OFFERED
· Recognized thought leader, speaker, and facilitator on the evolving workplace ecosystem and the intersection of design, operations, and business strategy.
· Achieved a 98% Customer Satisfaction (CSAT) score by providing daily operational oversight and strategic guidance to a team of 56 career coaches. 
· Increased contract worker retention to 90% and earned a 5/5 score on the Manager Rating Survey by acting as a trusted advisor for internal mobility. 
· Saved over $500,000 in credits by project managing the Unengaged Customer Process, which included executing a strategic outreach strategy that increased billings and decreased credits. 
· Directed a new employee relations initiative to quickly identify and resolve complex workplace matters, which ensured fair outcomes and supported effective service delivery. 
· Oversaw the responsiveness, escalation, and engagement of a high-performing talent pool as the Interim Global Service Delivery Lead of the UK & Ireland. 
· Developed and facilitated webinars on "Customer Service for Delivery Teams", demonstrating your expertise in training and ensuring consistent messaging and high standards across the organization. 
· Leadership Development: Delivered trainings to Senior Leadership on: Building Your Leadership Presence, Personal Branding, AI & the Job Search, Social Media for Job Seekers, ChatGPT 101, How to Create an Attention Grabbing Webinar.

AREAS OF EXPERTISE


· 
· Customer Operations
· Program Management
· Customer Satisfaction (CSAT)
· Technology & Operations
· Leadership Development
· Hybrid & Remote Work Models
· Conflict Resolution
· Stakeholder Engagement
· Executive Communication
· Compliance & Policies
· Performance Improvements
· Talent Acquisition
· Data-Driven Decision Making
· Performance Improvement
· KPI Management


PROFESSIONAL EXPERIENCE
RANDSTAD ENTERPRISE	2024 – PRESENT
Onboarding & Talent Manager 
Progressively promoted into positions of higher responsibility, complexity and visibility throughout tenure. Hired, onboarded, trained, and led the performance and employment of 2-4 cohorts annually (90 new employees since March 2024), setting clear expectations and leading engagement, development, and change management initiatives.
· Served as Interim Global Service Delivery Lead, overseeing the responsiveness, escalation, and engagement of a high-performing talent pool to deliver with consistency and excellence to clients across the UK and Ireland.
· Directed a new employee relations initiative to quickly identify and resolve complex workplace matters, ensuring fair, compliant outcomes that supported effective service delivery.
· Managed sensitive client and talent issues, providing expert guidance and resolution aligned with company policies and employment legislation.
· Trusted advisor for internal mobility, gauging reskilling/upskilling potential and successfully promoting dozens of talent into new projects/roles, resulting in a 90% contract worker retention rate and a 5/5 score on Manager Rating Survey.
· Authored training materials, creating process flow & technical documents and videos to ensure uniform training and consistent client messaging.
· Developed and facilitated webinars on key topics including "Customer Service for Delivery Teams" and "AI & the Job Search," demonstrating the ability to train on modern industry trends.

Coaching Services Manager, Customer Service & Escalations 	2022 – 2024
Influenced organizational processes and programs, providing daily operational oversight and strategic guidance to a team of 56 career coaches, directly contributing to a 98% Customer Satisfaction (CSAT) score.
· Researched and developed training for the coaching team, ensuring readiness for new client strategies and product introductions to improve overall service delivery.
· Collaborated with HR leaders and C-level decision makers to create and present thematic sessions for Fortune 50, 100, and 500 organizations, demonstrating a deep understanding of corporate client needs.
· Contributed thought leadership to global business and coaching best practices, partnering with stakeholders to streamline team performance, establish KPIs, and drive continuous improvement.
· Structured uniform messaging and delivered consistent communication of global trends and issue resolution to 240 coaches across the US, Canada, and LATAM, ensuring a smooth rollout of key client-facing initiatives.
· Identified gaps in the marketplace and developed training materials and presentations on topics like “AI & the Job Search” and “Personal Branding,” showcasing an ability to anticipate and address modern client challenges.

Business Operations Manager – Outreach, Scheduling & Engagement 	2020 – 2022
Partnered with senior leadership to manage the pre-delivery teams and ensure optimal execution of all operational aspects of the onboarding process, including scheduling, forecasting, and contract obligations.
· Project Manager, Delivery Services Operations Specialist (2020 – 2021): Supported best-in-class operations spanning Transitions Services, Resume Services, Outreach, Practice Strategy WebEx Facilitation, Monster Services and Reporting.
· Optimized end-to-end operational models using data-driven decisions and analytics, raising solutions to challenges by adapting to changing business needs.
· Managed resource allocation and supported departmental budgeting, strategically assigning tasks and projects while keeping an eye on both monetary and labor costs.
· Fostered a culture of excellence by developing custom solutions with stakeholders to meet their team’s needs.
· Translated business requirements into actionable items for the Operations roadmap, focusing on workflow streamlining and leveraging talent for improved customer engagement.
· Integral in restructuring the Onboarding Process with Team Managers/Leads to create a seamless operation.
· Headed Drop-In Coaching Calls during the pandemic to offer insight on how to coach around stressors, participant issues and help promote employee engagement and performance needs during the COVID.

Career Coach & Interview Specialist (2017-2020) 
Resume Writer (2013- 2020)
Championed complete and effective career transition services to over 250 participants annually, ensuring outcomes aligned with organizational vision.
· Counseled and supported clients globally, articulating strategies and offering guidance for sensitive career transitions.
· Offered subject matter expertise to cross-functional teams, enhancing the user experience and providing valuable insight for escalation resolution.
· Empowered clients to accelerate career transformations by designing value-driven strategies and clarifying career goals.
· Awards: Resume Delivery & Coach Bonuses (Timeline, Providing Significant Value and Earning Positive Feedback).

PROFESSIONAL RESUME PLUS ▪ Certified Resume Writer & Lead Editor 	2009-2015
LIMRA/LOMA ▪ Human Resources Associate	2008-2009
HALLMARK INFORMATION TECHNOLOGY ▪ Senior Recruiter	2007-2008
HANDYMAN MATTERS, LLC. ▪ Customer Service & HR Representative	2006-2007

EDUCATION & CREDENTIALS
VITALSMARTS – Crucial Conversations
PQ – Positive Intelligence, Shirzad Chamine
MLEVEL – DiSC Assessment
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Certifications (PARW/CC)
Certified Professional Career Coach
Certified Interview Coach
Certified Professional Resume Writer
Certified Veteran Career Strategist
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Education
UNIVERSITY OF CONNECTICUT - Bachelor of General Studies, Communications (2006)



