HENRY WALKER

PROFESSIONAL SUMMARY

With 10 years of comprehensive experience in customer care, | excel
in delivering exceptional service and resolving intricate issues. My
focus on building lasting client relationships and enhancing
satisfaction drives operational efficiency. | am dedicated to leading
teams, implementing strategic solutions, and leveraging technology to
optimize service delivery in fast-paced environments.

WORK EXPERIENCE

Senior Custqmer Care ey AP/ Ongoin
Representative/Manager 2018 g
WidgetWorks Inc. X Denver, CO

1. Guided customers through financial planning and account
management, ensuring tailored solutions for personal and business
needs.

2. Maintained the security and accuracy of vaults holding over $80,000
in currency, reinforcing trust and reliability.

3. Trained and mentored new employees on operational procedures,
fostering a supportive work environment.

4. Developed strong customer relationships through effective
marketing strategies, enhancing retention rates.

5. Documented and reported adverse product events, collaborating
with the medical team to ensure safety compliance.

6. Analyzed customer feedback with management to identify areas for
improvement and set actionable goals.

7. Resolved complex inquiries related to Medicare Part D accounts,
ensuring compliance and customer satisfaction.

Senior Customer Care Representative
Silver Lake Enterprises

£ Apr / 2015-Apr / 2018
K Seattle, WA

1. Managed high-value customer accounts, ensuring effective order
processing and product delivery.

2. Pioneered the Customer Care OEM Management role, achieving
$24M in annual sales through strategic partnerships.

3. Documented and addressed customer inquiries across multiple
channels, enhancing service efficiency.

4. Confirmed prior authorizations for medications, ensuring timely
service for clients.

5. Provided technical support to pharmacies, resolving issues swiftly to
maintain service quality.

6. Facilitated Help Desk operations for incoming pharmacy calls,
streamlining communication.

EDUCATION

£ Apr/  Apr/

Bachelor of Science in Business
2012 2015

Administration
University of Illinois ¥ santa Monica, CA

Focused on customer relationship management and operational
efficiency.
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SKILLS

Proficient in Customer Relationship
Management (CRM) Software

Communication Skills
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Customer Engagement
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Product Knowledge
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Team Collaboration
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INTERESTS

& Writing (¢ Birdwatching
f Film @ Yoga
STRENGTHS

2 Negotiation | & Creativity
# Originality

LANGUAGES
English Mandarin Polish

ACHIEVEMENTS

“f ncreased customer satisfaction scores by
25% through targeted service improvement
initiatives.

“fy Successfully managed a team of 15
representatives, leading to a 30% boost in
overall productivity.

f¢ Developed and implemented a customer
feedback program that increased response
rates by 50%.
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