Raul “Rudy” Gutierrez
* 100 Corrina Bivd Apt 129
Wavkesha, W153186
mdyputiet2002@yahes.com
SRR

" Dedioated professional witl over twenty years of experisnce in manngement and call center operations in
high volume call centers known for the reputation of building highly successful, productive and motivated
employess, Seeking a leadership position that witl allow me to extend my current skills and experlence,

" Aveas of Expertisc

Custoimer S¢rviee Mavagement Customor Satisntion Enhancetent Tenutbuilding & Training
Complalet Handling & Resolution Tlinte Management . Cost-Redugtion Slateples
Call Conter Oporations Management . Process Improvenients Meethng Pacilitation & Networking

Professional Experlence,

U.S, Banli— Milwaihes - 06/11-Yresent
Multicultural Market Presldent )

Assistant Viee-Prodldent

Branch Manager - Mitehell Gffice

18, Bk~ Milwaukee, W1 06£2611 Prosent
Branch Manager — Mitchell Gffice ' . :
Tesponsible for e dally eperalions of a Branch Offies for U.S, Bank, Curcently leading a team of ten members,

t Conslstently driving high fevels of custamer satlsfaction and Increased layalty through leam peiformmnes and
ollent vefationship management, Continuously building and relaining relationships by relating to people in an
open and friendly manner while inltlating and developlng relationships with others within the erganization.

2 Redueed customer escatations cach year fhxough ongolng coaching, benohmarking and reeord-setting
Improvement through evutuation and mentoring of staff and preserviig custainer loyalty while complying
with company policies and procedures,

3 " Conststently recruiting, interviewlng and hiring top bank personmel, eosmnitted to onpolng traiing and
conehing, oreate and enforce progressive disciplinary actlon plans and tenvinations when appHeable.

4 Maintaied and developed 2 Book of Business on 100 petentinl prospect and managed a group of soall
business cilents that were constderad top smull business clicnts for the office.

5 Achieved Plonaclo statas for both the Silvernail and Markel Square Offices vespectfully, by mondtoring snd
achieving daily, weekly and monthiy prodyction goals,

.5, Celiular— Pewaukee, WI 0172007 to 04104
Call Center Supervisor Ct :
Lead Supervisor aud considered the Subyjest Matter Expert for ail ontbeund salps ealling effoxts. Wrote and trafned on
atl procedires and calling soripts for the Pro-Catl division for the company.

1 Doveloped and implemented teaiing pragrams that enhanced employee potformance and helped build a
highly produetive and highty motivated workforee,

2. Imp[enﬁemed process improvements to assist in Insroascd business objectives. Led all prajects rogarding
sales process and sales peneteation in the eall center by coltaborating weekly with variouy levels of th
‘managenent team to ensure deadiines, salos and quality standards were being met.




3 Trafned und relocated to start the Bi-Lingual call center m Tulsa, OK. This consisted of training all inbound
. and owbound cafl center representatives, .

Firstar Bank — Milwaukos, WI, . 0171999 to 2002
Call Center Collections Supervisor
Load 2 team of up to 25 call conter representatives for the Elan Division of the bank. Inbound 24x7 call center.

[ Managed & group of 18 call center reprcsentaﬂves In the Bird Debt Division and collected over $1million
dolffars in bad debs,
2 Consistently reached 8524 call rallo on answered calls to drop calls. |
3 Asslsted with the smeoth transition and closed lhe Blan division when divisfon moved o Frego/St, Louls

Community Aetivitics

Board Member for La Casa De Esperanza

Wrukesha County Food Pantry Voluntesr

La Casa De Esperauza Volunteer of Year Award

CG Schimldt Ovatton Award 2009

Green Bay Packer Comimnunity Quarterback Award 2009 -
LGET Board Member

Auisi@Large Board Member

BID # 4 Board President

Referenees

References available upon request,




