Marie Hillery
Remote Customer Service Rep / Freight Dispatcher
Fort Worth, TX 76111
(817) 710-9906
mariejahoun.banks@gmail.com

WORK EXPERIENCE

Activus Connect 09/2024 – Current 

Clients
United Health Group 09/2024 – 1/2025
YSA/WCA 1/2025 - Current
· Remote Customer Service Representative - Ambassador
· Answer incoming calls, emails, and chat messages from customers.
· Provide accurate information and resolve customer issues in a timely manner.
· Handle complaints, provide appropriate solutions, and follow up to ensure resolution.
· Document all customer interactions and maintain detailed records.
· Collaborate with team members to share insights and improve service quality.
· Stay updated on product knowledge and company policies.
· Adhere to performance metrics, including response times and customer satisfaction

MJH Dispatch and Office Solutions, LLC 2019 - Current  
CEO
Freight dispatcher and outsourced back-office support.
I assist small to medium size trucking companies with freight dispatching, back-office support and process payroll.  Run quarterly fuel and IFTA taxes, assist in registration of all company vehicles. Provide on the spot routing to and from shipper and receiver.  Rate, bid and contract negotiations. 

Alorica WAH North America 09/2020 – 06/2024
Campaigns 
State of NV DETR 09/0/2020 - 10/10/2020
Aetna Medicare D 3/23/2021 - 4/30/2021
Quality Assurance Associate - CVS WellCare 11/2022 to 6/2023 - Temp
CVS Pharmacy Help Desk 04/30/2021 - Current
1. Participated in WellCare Calibration Calls
2. Met and exceeded quality attainment numbers every month consistently 
3. Monitor 100+ agents a month adhering to Alorica Policies and Standards to meet our client’s needs
Responsibilities
· Quality Assurance/Call Monitoring Administrator Tasks
· Monitor inbound calls to assess associate's demeanor, technical accuracy, 
· conformity to company and client policies and procedures.
· Partners with team managers and the client (CVS) supervisors to identify key performance drivers and build appropriate training and quality assurance initiatives.
· Participates in design of call monitoring formats and quality standards.
· Provides trend and actionable data to management team.
· Coordinates and participates in call calibration sessions for call center staff and clients.
· Provides regular, meaningful, and constructive feedback to call center team leaders and managers.
· Prepares and analyzes internal reports for management staff review.
· Prepares trending analysis based upon call monitoring results.
· Prepares call data reports for internal and client reporting.

EDUCATION
Tarrant County Community College – Fall 2023
Business Administration with concentration in Small Business Entrepreneurship 
University of Phoenix-Online Campus 2010 to 2013
Bachelors’ business management and criminal justice
North Lake Community College - Irving, TX 2000 to 2003
Course Studies in Marketing and Business Administration
DeVry University - Irving, TX 1997 to 1999
Computer Information Systems

SKILLS
Effective communication and accurate, detailed documenting of inaccurate monitors from agents. Providing all team managers and Operations detailed information that needs to be corrected by the agent to better assist the clients’ customers. Providing insanely customer service to our internal colleagues and our clients we host.  Routing, GPS reading load boards. Negotiating contracts and rates. Placing bids for freight.
