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Summary 
 

Customer Service / Operations Manager with compelling track record of accomplishments 
in customer service, operations, inventory control, and maintenance management.  In-depth 
knowledge of the utility industry and heavy equipment environments.  Demonstrated 
strengths in conflict resolution, contract negotiation, administration, and managing teams to 
reach peak performance.  Strong mechanical aptitude and PC-based computer skills. 
 

Key Skill Areas 
 

CUSTOMER SERVICE MANAGEMENT 
 

 Over 15 years of experience resolving difficult customer service issues, including eight 
years as supervisor with direct authority for negotiating service solutions of up to 
$30,000.  Supervised and trained customer service staff in multiple offices. 

 Developed numerous new customer service policies/procedures, evaluating hundreds of 
surveys to analyze customer satisfaction rate and take steps to improve problem areas. 

 Greatly improved speed and accuracy of service by training servicemen to handle 
inventory effectively.  Efforts led to over $100,000 in savings and reduction of inventory 
discrepancies from 40% to less than 5%. 

 
STAFF MANAGEMENT, TRAINING & LEADERSHIP 

 

 Experience supervising teams of up to 16 personnel, employing a management style 
based on fairness, accountability, and clear rewards and consequences.  Strong belief in 
importance of delegating tasks and “setting an example” for employees to follow. 

 Hired new employees and provided one-on-one training in the most effective service 
techniques and procedures.  Accompanied staff regularly on service calls to monitor 
their effectiveness.  

 
TECHNICAL & COMPUTER SKILLS 

 

 Extensive range of technical knowledge including expertise in natural gas systems, 
appliance installation, and management of vehicle repair/maintenance programs. 

 Strong experience working with PC-based computer systems including the development 
of budgets and reports using spreadsheet, word processing, and database packages.  

 

Employment History 
 

1989-Present  Customer Service Supervisor, Cascade Natural Gas Co. 
1975-1989  Customer Service Representative, Cascade Natural Gas Co. 

 

Education & Training 
 

High School Diploma; two years additional coursework at Western Wyoming University 
Completion of numerous customer service, marketing, and management courses 


