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Service operations manager who delivers SLA, satisfaction, and cost — all three. Ten years running multi-channel contact-center operations, building capacity plans, coaching team leads, and holding the queue to target through peaks and outages. I balance the math of staffing with the craft of great service.
SLA SCORECARD — TRAILING QUARTER
	METRIC
	TARGET
	ACTUAL
	STATUS

	Service Level (80/20)
	80%
	86%
	▲ Met

	Avg. Handle Time
	6:30
	5:48
	▲ Met

	CSAT
	90%
	94%
	▲ Met

	Cost per Contact
	$5.20
	$4.40
	▲ Met


EXPERIENCE
	Service Operations Manager
	2020 – Present


American Express — Phoenix, AZ
1. Manage a 180-agent multi-channel contact center; consistently beat an 80/20 service level at 86%.
1. Cut cost-per-contact 15% while lifting CSAT to 94% through coaching and AHT reduction.
1. Built the capacity and forecasting model that holds SLA through seasonal peaks.

	Contact Center Team Manager
	2016 – 2020


USAA — Phoenix, AZ
1. Led 5 team leads and 60 agents; ranked #1 site for CSAT three years running.
1. Reduced attrition 24% through development paths and schedule flexibility.

	Team Lead
	2014 – 2016


Discover — Phoenix, AZ
1. Coached a team of 15 agents on quality, productivity, and customer experience.

	SKILLS & SYSTEMS
WFM / Capacity Planning · Coaching · QA · Genesys · Salesforce Service Cloud · NICE · Tableau
	EDUCATION
B.S., Business Administration
Arizona State University
COPC · Lean Certified


