Charles W. Rivers

Cell: (713) 817-1156              Email: charles.rivers1@gmail.com
EDUCATION:
· Texas A&M University - Bachelor of Business Administration in Management  

· Extensive exposure and experience in disciplines related to Accounting, Finance, Marketing, Human Resources, Customer Service, and Economics
-Self-Financed over 90% of all university related expenses

· Technically proficient in: Microsoft Excel, Powerpoint, Word, Outlook, ACSS, MARS, Rockwell, IEX, and Infomanager. 
· Self-taught and personally disciplined fitness trainer and 26 time marathon runner.  Successfully lost over 110lbs. of body weight and 11 pant sizes through diet and exercise.  (Marathon Personal Best: 3:28:29)
WORK EXPERIENCE

Verizon Wireless






July 2004-Present
Tier II Technical Support Coordinator


(January 2009-Present)

Houston, TX

· Analyzed large quantities of customer data in a time while troubleshooting complex systems, switches, and advanced devices

· Training incoming new hires in customer service procedures

· Coordinated meetings and assisted Human Resources with helping new hire employees meet quality and efficiency goals

West Area Resource Management Analyst
Chandler, AZ    


                                   (September 2008- Jan 2009) 
· Analyzed service volume and resource allocation for call centers in the Western Region.  Synchronized and monitored inbound call traffic gains and losses for Western Region.  Compiled data into reports to effectively recommend improvements to management on individual call centers and area efficiencies.

· Represented VZW by communicating with Vendors.  Made decisions with company resources to dictate call volumes to multiple centers in the Western United States. 

· Scheduled meetings and employee trainings for the Western Region. 

· Reported call routing and system errors to management directed calls to technical resolution team.
Inbound Customer Service Representative

(January 2008-August 2008) 

Chandler, AZ
· Responded to high-traffic inbound calls in a professional and courteous manner.  Assisted customers with complex billing questions, wireless hardware and software issues, account updates, and service related problems.  
· Proficient in billing and financial systems associated with Verizon Wireless policies and procedures, including: ACSS, MARS, IEX, and Infomanager. 

Customer Financial Services Representative
      (December 2006-January 2008)
Bellevue, WA 
· Assisted customers with questions related to billing errors, collections, and customer compensation.  Resolved customer complaints in a timely and professional manner. 
· Negotiated billing and collections with customers in delinquent account status.  Maintained professionalism and customer confidentiality, while reviewing highly sensitive financial information.
· Familiar with legal language and recourse related to the collections process.
· Accomplishments: 
· Rated well in personal evaluations, which lead to supervisory training role assisting peers via Support Line and Help Desk. 
Retail Customer Care and Sales Representative

(July 2004-December 2006)

San Antonio, TX / Dallas, TX
· Sold extensive line of Verizon Wireless voice and data products, equipment, and upgrade services to customers in a fast-paced environment. 

· Offered customer support in Verizon Wireless store-front.  Demonstrated new products, shared in-store promotions, educated customers on plans, and assisted with billing and service related questions.
· Team Leader: Supervised, trained and managed 10 team members. 

· Accomplishments: 

· Employee of the Month: October 2004 and April 2005

· Achieved over 200% of quota as a sales representative for 4th Quarter of 2005

· Surpassed monthly sales goals, beyond 100%, each month as a Verizon Wireless Sales Representative

Hilton Anatole Hotel (formerly Wyndham)

(November 2003-July 2004)

Dallas, TX

Group Reservations Coordinator

        
                    (March 2004-July 2004)
· Partnered with global meeting planners and conference managers to coordinate group reservations for one of the largest Convention Center hotels in the Southwest region. 
· Managed guest room inventory, rooming lists, and group blocks.
· Maintained daily auditing procedures for operations and accounting. 

Guest Services Agent 





 (November 2003-March 2004) 
· Greeted and registered guests in a 1600 room property.  Trained new agents.  Summarized and adjusted guest room billing folios. Managed bank-till up to $5,000 and balanced transaction report for each shift.  Responded to guest complaints in a professional manner.  Confirmed reservations.  
