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SUMMARY OF QUALIFICATIONS

· Over 5 years of experience providing direct client support and strong ability to learn and follow standard operating processes within a fast paced call centre, service desk, or tiered support environment
· Over 5 years public sector experience resulting in the ability to handle high volumes of confidential and sensitive information with discretion and tact
· Over 4 years of experience working in busy project environments coordinating project activities within a large multidisciplinary team
· Over 3.5  years of Health Care and Community Support Services sector experience; specifically with supporting the implementation of a province-wide health care initiative
· Two years supervisory experience; staff recruiting, training, scheduling, & coordination
· Two  years case management experience; reviewing large volumes of applications, processing complex legal documents and assisting clients with understand their rights
· Understanding of healthcare privacy concepts including and not limited to PHIPA
RELEVANT SKILLS AND ABILITIES

Analysis

· Documented experiences in identifying, establishing or improving administrative and project processes to improve project efficiency
· Tracking issues and status reporting with attention to detail
· Experience with database management activities, data entry, and reconciliation

· Ability to analyze complex legislation or policies and apply them to specific cases or applications
Interpersonal/Communication

· Excellent verbal and written communication skills
· Experienced in establishing and maintaining relationships with stakeholders
· Demonstrated ability to diagnose client complaints or concerns, express empathy, and effectively resolve disputes
· Self-directed, innovative, and able to work with minimal supervision or as a member of a team
Administrative

· Ability to create and maintain master files and documents using information management tools
· Ability to enter, retrieve, and interpret data in CRM and information management system databases.
· Experience in the co-ordination of meetings; including meeting rooms internal; and offsite and via teleconference.

· Ability to prepare and edit meeting minutes, presentations and tables
· Proficiency in Microsoft applications such as MS Word, Excel, Outlook, and PowerPoint

EMPLOYMENT HISTORY
Coordinator, Client Services

 




February 2016 – Present
Canadian Institute for Health Information (CIHI)
Toronto, ON 

· Provide direct client support for queries relating to accessing CIHI’s online products and services including; reviewing and processing of requests to grant and revoke access to applications and conducting audits
· Coordinate and contribute to the on-boarding of new CIHI external clients
· Coordinate and contribute to the process of disseminating communications materials for both internal and external clients
· Coordinate and enhance processes for preparing and tracking Service and License Agreements
· Contribute to the development of, and maintain a thorough understanding of Central Client Services processes, best practices and principles and standards
· Attend and contribute to Central Client Services meetings and special project teams
· Coordinate with other internal stakeholders and teams, as needed to effectively deliver services to external and internal clients and improve efficiencies
· Participate in other projects and activities, as required, including providing support to program areas while working in a matrix team environment
Implementation Deployment Coordinator (CCT Project) 




February – December 2015 
Orion Health Toronto, ON 

· Executed, monitored, tracked and reported Health Link implementation progress to plan 

· Raised issues, risks affecting the success of the Health Link implementation and monitored for potential issues 
· Resolved and monitored Health Link enquiries including the appropriate use of WebEx (or similar tools) to ensure timely and accurate information was provided to Health Links
· Logged and maintained Health Link communications or information in information management or CRM tools 
· Inputted data and maintained large multi-screen databases and managed large volumes of information
· Provided weekly status reports to the Implementation Consultant for each Health Link
· Worked closely with Health Links to ensure that implementation was aligned to project scope and requirements, as defined at the beginning of the implementation
· Identified and brought forward best practices and lessons learned through working with Health Link Change Teams to inform messaging, training, communications and materials for use with Health Links implementing later in the POC
· Liaised with project internal teams as required
Marketing and Sales Assistant 






April 2014 – February 2015
The Rostie Group Toronto, ON 

· Developed and executed communications and marketing campaigns to external and internal clients.
· Originated creative copy for brochures, web content, blogs, newsletters
· Managed online community and social media channels
· Supported the sales and client services teams (provided site tours, built relationships with agents, and managed events).
Project Consultant – Client Information Specialist 




2010 – 2014
Community Care Information Management (CCIM) – Toronto, ON 



· Diverse role comprising of communications, client services, project coordination, analysis, and IT Support.
· Acted as a first point of contact for external clients and provided excellent client service in receiving and providing first-level resolution to email and phone queries from organizations supported by CCIM, the project team and any other interested parties.
· Provided direct client support for queries relating to various projects including CSSCAP, IAR, HRIS, and internal IT Support.
· Reviewed and processed requests to grant and revoke access, as well as password resets for IAR Project.
· Coordinated onboarding and departure processes for CCIM Contractors as a part of IT Support Responsibilities

· Coordinated with subject matter experts, stakeholders, health service providers, and internal teams as needed to effectively deliver services to external and internal clients and to improve efficiencies
· Triaged tickets requiring second level resolution by collaborating with project Subject Matter Experts and facilitated timely responses to clients within timelines according to Service Level Agreements.

· Created tickets, tracked issues, identified trends, developed reports and escalated issues and concerns using CRM Software and information management systems
· Managed project document repository in alfresco and coordinated the collection and filing of project documents 
· Escalated to the next tier of support, usually a Subject Matter Expert, for complex problems or issues 

· Tracked tickets and communicated ticket reports regarding volumes or trends to project team during weekly meetings and stored reports on Alfresco database
· Participated in other project and activities such as providing support to program areas and creating or updating project documentation 
· Attended and contributed to weekly team meetings for both the support team and special project teams
· Coordinated and disseminated all communications materials to both internal and external clients and stored copies in the document repository (Alfresco database)
· Created, maintained, and updated master project contact lists
Achievements:

· Developed a consistent and standardized contact list for managing the contacts of over 350 Health Service Providers in Ontario
· Streamlined and improved ticketing processes by removing non value added steps to ensure clients received resolutions and information much faster
Customer Service Representative (PT)





2009 – Present

City of Toronto – 311 Division







· Answer email or phone inquiries from City of Toronto residents and provide first level resolution to queries from public, internal departments and visitors
· Explain municipal policies and procedures to the public including and not limited to legal concepts such as bylaws
· Apply privacy principles of PHIPPA to all City of Toronto Public Health inquiries or services
· Conduct research and analysis to develop service options for inquiring parties and collaborate with Subject Matter Experts within an interdisciplinary team to facilitate timely responses to clients.
· Log service requests into an automated service request management system and track service requests to ensure they are resolved within a timely and efficient manner

· Use knowledge of City operations to guide customers and advocate on their behalf
· Tracking, updating, and status reporting of service requests using CRM and Information Management Systems
Assistant Manager (Project Lead)






2007 – 2009

Computer Sciences Corporation (CSC) –  WorldBridge Service – Toronto, ON

· Project Lead for a project where CSC was responsible for processing UK visa applications as well as gathering biometric data on behalf of the client, the British High Commission 
· Coordinated workflow for a team of agents who processed visa applications and collected biometrics
· Developed and maintained thorough understanding of Office and Client Services processes as well as best practices
· Interpreted and applied legal and privacy concepts such as immigration policies, procedures and legislation in order to assist clients through the visa application process

· Possessed a strong understanding of UK Visa Requirements and immigration processes to assess accuracy of legal documentation, explained application processes, and provided status of applications to clients. 

· Reviewed and monitored applications until closure or transition to British High Commission
· Scheduled team meetings and created team meeting presentations, and administered minutes
· Responsibilities included, team building, staff motivation, supporting staff, and dispute resolution
· Managed service levels and employee metrics including average application processing times 
· Investigated, analyzed and responded to escalated incidents, inquiries and complaints as well as referred applications to the British High Commission for expertise and intervention.
· Coordinated communication, collection and storage of important files, documents, and reports 
· Provided analysis and administrative support functions including identifying trends, updating project documentation, developing reports, tracking issues, managing files, & status reporting
· Provided business support to United Kingdom Border Agency and recommended Business Process Improvements
· Ensured compliance with government legislation and enforced all policies and procedures regarding applications to obtain UK visa clearance
· Managed document repository in Knowledge Tree
· Updated and completed monthly metrics reports mandated by client to ensure SLAs were met
Achievements:
· Created a Passport Validation Guide by engaging stakeholder groups such as the British High Commission, and Country Managers. The guide was later used as template for all WorldBridge Service offices across the world and eliminated employee processing errors and verification of authentic passports.
· In the initial stages, developed a comprehensive filing system for all important process documentation, reports, and files on SharePoint, Knowledge Tree, and manually (including creation of folders and subfolders).
· Combated the challenges of supervising 4 remote locations across Canada by the use of technology such as WebEx, AT&T teleconference lines and MS Live Meeting
Sales & Marketing Assistant






2005 – 2006
Wholesale Furniture Brokers (WFB) – Kamloops, BC





· Furniture sales, marketing, and addressed client inquiries via telephone, email and live chat

· Supervised various marketing projects/initiatives by tracking their progress and managing their deadlines

· Processed and tracked orders as well as reported on their status
· Processed claims, resolved customer disputes, and consulted with courier companies for successful delivery

· Managed and documented sales reports, files, and documents using information management systems and CRM tools
Achievements:

· Worked in partnership with distributors and delivery companies to improve and streamline claims processing processes ensuring customers shorter wait times for replacement parts/furniture and repair of damaged goods

· Developed marketing initiatives to increase customer sales such as discounted promotions, customer loyalty card, and virtual gift card giveaways

Customer Service Representative






2002 – 2007
Convergys Call Centre – Kamloops, BC








· Answered inbound calls for American Express and dealt effectively with sensitive and confidential information.

· Utilized Contact Centre CRM to provide superb service to clients as well as resolving credit card disputes
· Analyzed, interpreted, and applied company policies and guidelines as well as adhered to security measures and privacy concepts in order to maintain compliance and minimize American Express’ exposure to risk
COMMUNITY SERVICE HISTORY

Director









2013 – 2015
Gallery 1313 (1313 Queen Street West) 

· Board Member and Chair of Fantasy Fashion Show
· Focusing on restructuring board and creating a communications plan for the gallery
· Organized the annual Fantasy Fashion Show
Board Member








2004 – 2005
Thompson Rivers University Board of Governors

· Served as the elected student representative on the University's Board of Governors

EDUCATION

Thompson Rivers University (TRU)
BA Degree, Major: Canadian Studies, Minor: Sociology
2001 – 2006
Kamloops, British Columbia,
George Brown College 

Certificate in Social Media Marketing


April 2014
RELEVANT COURSES

· Managing Projects – George Washington University/ESI (in-progress)

· Foundations of Business Analysis – George Washington University/ESI

· How to Gather and Document User Requirements - George Washington University/ESI

· Foundations of Quality Management & Process Excellence – University of Toronto

· Business and Technical Writing – Thompson Rivers University

· Foundations and Fundamentals of Public Relations – University of Toronto
