Jonathan J. Harvey

3603 Crow Canyon Rd
San Ramon, CA 94583-1400
Phone 925-413-4123
Email Jonathan.Harvey@sinusoid.net

Objective
Advance my technical and management skills as a support professional in a growth-oriented corporate environment. The ideal opportunity emphasizes the highest levels of customer satisfaction through the use of individuals and teams to achieve corporate growth. 
Work  
Old Republic Home Protection
Experience
2 Anabelle Lane


San Ramon, Ca 94583


Nov 2004 – Current

	Operations Support Supervisor - Reporting to the Manager of Call Center Operations, supervising a group of real time ACD and CSR support group consisting of 5-8 agents providing real time call management and assistance with Authorization, Service and Applications calls. 

	· Create and implement goals and standards for Operations Support including STI, AHT and real time decision making

· Manage On-Call agents including call volume tracking and coaching. Act as a liaison for the answering service
· Develop hiring process, training and certification for the position of Operation Support agent
· Integral part of a team that reevaluated metrics for all departments creating new goals for call handled, aht, acd, and QA
	· Scheduling for Operations Support Agents as well as On-Call staffing. Operations support responsible for updating schedules as requested by management 
· Monitor operations support routing of call volume and utilizing cross skilled agents with in the appropriate queues 
· Created solutions to minimize phone tree steps for customers to assist in freeing resources for Ayava phone switch
· Provide coaching opportunities to call center supervisors’ agents based on metrics and work orders




Cingular Wireless 
3592 Mt. Diablo Blvd

Lafayette, Ca 94549

Sept – Nov 2004

	Assistant Store Manager – Reporting to the Store Manager, supporting the store manager with the management of 4 in store employees. Responsible for maintaining store appearance, inventory and employee product knowledge.  


	· Achieve sales metrics including activations, accessories, enhanced services and revenue goals 
	· Responsible for daily financial, accounting and inventory control



RCN Corporation


1 Federal St.


Springfield, Ma 01105


1999 – Mar 2004

	Dialup Subject Matter Expert – Reporting to Dialup Product Manager, supporting the company as a subject matter expert regarding the policy and procedure for dialup and a new billing and provisioning system.  July 2003 through March 2004



	· Participated in the development of a new online customer interface as well as providing a customer service prospective to managers for internet products


	· Provide live support after completion of the billing and provisioning conversion to the outsource call centers and dialup escalations group



	· Evaluate the outsource call center and report suggestions to the dialup product manager to reduce wait times for dialup customers 

· Assisted with escalated dialup customer calls delegated from dialup product director

· Instrumental in the deployment of a new billing and provisioning system  providing input to procedure and policy
	· Responsible for notifying customers involved in the sale of two of RCN’s markets and splitting the dialup services into a new account.
· Create training  and documentation for procedures for new billing and provisioning system

· Managed a team of 8 highly skilled employees responsible for the audit and testing of a new converged billing system


	CSR and Field Technician Resource Line Supervisor – responsible for the field technician and customer service agent support group consisting of 23 resources. Support the call center management staff for 350 front line employees and cable modem field technicians. March 2002 through July 2003 

	· Create and implement goals and standards for resource staff including short term incentives,  quality assurance guidelines, and average handle times
· Provide coaching and training suggestions to supervisors for their direct reports 

· Scheduling resource group for 24/7 operations

· Combined the telephone and video resource queue with the internet and field tech resource queue by cross training the resources in all product lines


	· Assist in the creation of a call log system which provides reporting of call reasons, call volume, and how often agents call
· Create and maintain training and procedure for the resource group for new tools and systems
· Assisted in the customization of an online invoice viewer. Created training documentation and presentations

· Developed hiring procedures and interviews for the position of  CSR and field technician resource


	Customer Care Supervisor –responsible for the direct couching and support of 15 - 20 customer care representatives. Supported the call center managers in providing support for telephone, cable TV and internet customers.  February 2000 through March 2002

	· Provide customer service representatives with feedback and guidance to exceed call center metrics for sales, quality, handle time and schedule adherence
· Assist in implementing new databases, products and phone system
· Participated in management projects to identify and correct inefficiencies in frontline employees’ productivity. 


	· Hosted several call center employee events such as customer service week, management dinners and holiday parties

· Worked to develop policies and procedures designed to help employees succeed in the work place
· Assisted in the hiring and training of customer care employees



	Universal Agent – responsible for the resolution of customer complaints, billing and connectivity issues for dialup, cable modem and ISDN products. July 1999 through February 2000

	Education
	· UMass – Amherst                                                Amherst, Ma 01003                                          1996 – 1998                                                      Communications major

	· Sandwich High School                                 Sandwich, Ma 02537                                   1992 – 1996                                                 College Prep



	Computer Skills
	Microsoft Office Professional 97/XP/2003, CentreVu, Witness, Wygant, GMT, Blue Pumpkin, Icoms, CableData, ConnectVu, Verizon GUI client, Clarify 7, Clarify 10, Keenan Arbor, Lotus Notes, Citrix,  Oracle reporting, Test Director, CNI, Macintosh OS 7.1 – 10.x,  Windows 9x/ME/Nt,2000,XP


