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Accomplished and energetic Sales Manager with a solid history of achievement in 
customer satisfaction. Motivated leader with strong organizational and 
prioritization abilities. Areas of expertise include Marketing and Sales, A passion 
for selling, Telecommunications, and Leadership skills.

AUGUST 2011 – JUNE 2012
RETENTION SPECIALIST/ANALYST - ABC CORPORATION

 Consulting with Business and Consumer Customers who are contemplating 
cancellation of their existing accounts, stimulating loyalty, usage, and service.

 Engaging, consulting and educating Customers based upon the Customers 
unique needs and preferences.

 Support and provide superior service via phones, e-mails, and faxes as a 
receiver and caller Use questioning and listening skills that support effective 
telephone communication.

 Use an effective approach to handle special telephone tasks like call transfers, 
taking messages, callbacks holds, interruptions, and unintentional disconnects.

 Understand the impact of attitude in handling calls professionally effectively 
deal with job stress, angry callers, and upset customers.

 Use the most appropriate way to communicate with different behavior types on 
the telephone.

 Apply the elements of building positive rapport with different types of 
customers over the phone.

2009 – 2011
RETENTION SPECIALIST - ABC CORPORATION

 Answered an average of 50 calls per day by addressing customer inquiries, 
solving problems and providing new product information.

 Provided an elevated customer experience to generate a loyal clientele.
 Answered product questions with up-to-date knowledge of sales and store 

promotions.
 Effectively communicated with and supported sales, marketing and 

administrative teams on a daily basis.
 Investigated and resolved customer inquiries and complaints in a timely and 

empathetic manner.
 Ensured superior customer experience by addressing customer concerns, 

demonstrating empathy and resolving problems on the spot.
 Defused volatile customer situations calmly and courteously.
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EDUCATION

Bachelor of Science in Communications - 1993(OHIO UNIVERSITY - Athens, OH)

SKILLS

Windows.
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