ANNA SMITH
320 Paseo del Gato #66
Santa Fe, NM 87777
(505) 899-5555
anna@ww.com
OBJECTIVE: Community Relations Director at Comcast Communications, Albuquerque, NM
HIGHLIGHTS OF QUALIFICATIONS

· Nine years customer service experience in Internet technical support, insurance sales, university, and library settings.
· Responsible for public relations support and final edit on all collateral material for largest Internet service provider in Bermuda. 

· Earned Bachelor and Master degrees in Communication. 
· Currently editing her first commercial fiction book for publication; wrote and designed articles for two e-zines.
· Provided customer support to a 5,000-person customer base for Internet access using various computer operating systems.

· Managed and trained junior staff in tech support, insurance laws, and library operations.
· Proficient in MS Suite including Publisher as well as Adobe Photoshop and Adobe InDesign; learns new computer programs easily. 
· Strong organizational, multi-tasking, and troubleshooting skills.
· A talented writer; superb communication and editing skills.
· Resourceful, positive, and energetic; motivated trainees with positive reinforcement.
· Excels at listening to customer needs, asking probing questions, and finding efficient win-win solutions.
PROFESSIONAL EXPERIENCE

Customer Relations

· Developed new instructional material for customers on commonly asked questions regarding access to their Internet accounts resulting in:
· Increased internal efficiency of co-workers.

· Improved customer satisfaction.
· Designed an improved marketing tool for a large insurance agency, resulting in a higher referral rate, more new customers, and better awareness of the agency from existing customers.

· Provided assistance to 50 undergraduate students per semester in understanding course materials for entry level Communications class: held weekly office hours, tutored students on homework assignments, and graded their bi-weekly work. 
· Sold and serviced insurance and banking products for a large agency.

Communications Skills

· Assisted a group in creating two monthly on-line magazines:

· Wrote articles and assisted with copy editing, design, and layout.
· Used Adobe Photoshop for design work and Adobe InDesign for the layout.
· Currently editing and seeking publication for a new work of commercial fiction.

· Provided final edit on all fliers, brochures, press releases and other collateral material for a communication company.

· Assisted a university instructor  with administration of Communications 101 class for five semesters with up to 150 students per class:
· Wrote and edited exams, study guides, syllabi, and class assignments.

· Taught class as a stand-alone unit.
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Management Skills

· Managed Helpdesk department for Internet service provider; coached and supervised four Customer Service Representatives.
· Managed support staff for two insurance agencies.
· Trained customer support representatives for a customer helpdesk at an internet service provider.

EMPLOYMENT HISTORY
Author, self-employed









2008-present

Wrote, edited and am seeking publication for a new, 400-page work of commercial fiction.

Supervising Editor, Modern Women Magazine






2006-2008 

These on-line magazines were women-centered.  Wrote articles, edited, and partnered with co-editor for design and layout.
Sales and Marketing Manager/General Producer, State Farm Insurance, Albuquerque, NM
2003-2006
Sold and serviced insurance and banking products in two agencies.  Trained fellow staff members.

Temporary Librarian Aide, A&M Personnel, Albuquerque, NM




2002-2003
Served as Shelving Coordinator and Receptionist for university library.

Graduate Assistant, University of New Mexico, Albuquerque, NM



2000-2002

Assisted university instructor with Communications 101 class for undergraduates. Taught class and assisted with grading and writing study guides, class assignments, and syllabi.

Helpdesk Manager










1998-2000

North Rock Communications Ltd., Hamilton, Bermuda

Supported 4,500-person customer base on all aspects of Internet access. Assisted helpdesk, configured customer machines, trained employees, and provided PR support and final edit on all collateral material of company.

Customer Care Representative








1997-1998

Internet Bermuda Limited, Hamilton, Bermuda

Supported 5,000-person customer base on dial-in Internet access. Trained personnel.
EDUCATION

Master of Arts in Communication, University of New Mexico, Albuquerque, NM
Bachelor of Science in Speech Communication, University of Texas, Austin, TX

General Studies, New College of the University of South Florida, Sarasota, FL

PROFESSIONAL AFFILIATION

Member, Romance Writers of America, national and local chapters

