Virtual Contact Call
Center Operations

Five9 Supervisor

Five9 Agent

MS Office 2007

§ Word

8 PowerPoint

§ Excel
Skype
Webtrain

WebSurveyor

Web Logs (Blogs)
Emotional Wellness

Typing Skills 50 WPM

John Q. Veteran Phone: (123) 456-7890
123 Main St. Some City, State jveteran@somewhere.com

Virtual Contact Call Center — Agent

Self-motivated and goal-oriented professional committed to pursuing a long-term
career. | offer a solid track record demonstrating strong customer service skills,
computer proficiency and ability to follow through with projects and campaigns from
inception to completion.

Qualifications Summary

» Certified in Five9 Supervisor and Agent operations through an intensive 600
hour classroom program.

Extensive experience in hosting virtual classrooms through Webtrain.

Experience applying WebSurveyor design principles to produce innovative and
tastefully created Web surveys.

Proven ability to quickly learn and apply new technologies.
Completed high-impact Web Log (Blogs) design projects.
Training and experience in the Microsoft Office 2007 applications.

Exceptionally well organized with strong work ethics and willingness to work hard
to achieve employer objectives.

Trained in Skype internet phone system.
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Education & Training

Certificate in Virtual Contact Call Center Operations & Management, Jan 2008
Veterans Business Training Center (VBTC) — Purple Heart Service Foundation, Annandale, VA

Utilizing internet and web-based technology and accredited by Northern Virginia
Community College the training consists of 600 hours (eight hours per day, five days a
week for a total of 15 weeks). Trainees follow a detailed curriculum attending virtual
classroom discussions while accruing real-time work experience.

The Purple Heart Service Foundation (PHSF) is the charitable wing of the Military
Order of the Purple Heart, the only congressionally chartered veterans organization
dedicated excl usi velWountledVeferarsr i ca’' s Comb



Education Bachelor of Aviation Management Vaughn College of Aeronautics

Graduation Date: 6/07/96

Major: Business Administration GPA 35

» Minor: Atmospheric Sciences

Associate Deqgree Air Force Community College

Work Experience

Work Experience

Work Experience

Awards

Accomplishments

Interests

Security Clearance

References

>

YV WV VYV

YV VY

Graduation Date: 10/11/91
Intelligence Collection/Communications

June 10, 1996 - Oct 1, 2001 KLM Airlines
Schedule Planning Advisor

Refined planned airline schedules for maximum efficiency.

Continuously adjusted the schedules as need but ensured they maintained their
operational stability.

Ensured proper arrival and departure clearances were obtained from all
applicable airports worldwide.

Daily tasks involved a mix of planning, analysis, and administrative duties.

Feb 10, 1982 — May 10, 1996 United States Air Force
C-130 Flight Engineer

Inspected the aircraft before and after each flight.

Computed aircraft performance data such as runway requirements, highest flight
level possible, and fuel consumption.

In-flight responsibilities included continuously monitoring engine instruments
making sure everything was operationally sound as well as being alert for
possible malfunctions.

Determined the cause of any malfunctions or anomalies that arose.

Nov 20, 1980 — Jan 29, 1982 Ford Motor Company
Distribution Warehouse Supervisor

Responsible for planning of required inventory for current needs.

Strategized future inventory needs in regards to new vehicle models arriving.
Directly responsible for scheduling all shipping and receiving schedules.
Ensured quality and packaging standards were kept to company specifications.

11 Air Medals, Aerial Achievement Medal, Meritorious Service Medal,
Commendation Medal.

Developed a totally new standard operating procedure plan that was accepted by
the Air Force and is now in use by all Flight Engineers Air Force wide.

Active in community, aviation history and development and reading.

Top Secret (SCI)

Provided upon request.



