Susan Smith
45 Gray Court Apartment 4
Saint Charles, Missouri 63301
636-545-5590 Home -- 314-775-9755 Cell
susan@smith@live.com

CAREER SUMMARY

Customer Management experience in a variety of industries
Fluent in English, Spanish, Italian and Brazilian Portuguese
Diplomatic experience, conscious of cultural differences
Excellent under pressure and delivering desired results
Comfortable with Microsoft Applications

BUSINESS EXPERIENCE

MasterCard (contract) Saint Louis, MO 12/08-11/11
Fraud Manager Implementation Specialist

Responsible for timely delivery of fraud management products applications and services.
Review that Contracts, Licenses and documentation were obtained and completed accurately, and
in a timely fashion, to conduct the project Kick-off call with the clients.

Implemented EMS Alerts Fraud prevention products applications, services and Tools
Provided Fraud Management Product application training for Banks Internationally.
Coordinated testing, training and implementation of risk products, applications and services.
Documented and tracked project delivery and implementation dates

Provided customer’s perspective/expectations for products and services delivery.

Managed customer implementation according to the contracted obligations

Served as Subject Matter Expert for customer related problems resolution

Assisted in reviewing and translating procedure documentation from Spanish to English.

TalkComm/Adecco (contract) Saint Louis, MO 2008-2008
Customer Service Representative

Provided accessibility to W2 Forms to Employees

Assisted employers with verification of employment and income
Responded to customer requests in person, via phone and/or electronically
Researched questions using policy procedure and regulations resources
Advised customers on appropriate actions for resolving issues

Logged customers interactions using the documentation system
Redirected problems to appropriate resources for the quickest results
Identified and escalated situations which required urgent attention
Stayed current on all documentation changes and updates

Trained users as needed to keep up with business needs

Worked when required and assisted in additional tasks as needed

Citi/Citigroup (contract) O’Fallon, MO 2007-2008
Home equity Documentation Preparation/Vendor Management Representative

Conducted reviews of documents for closing Home Equity Loans
Served as a liaison with vendors and corporations to ensure property evaluations
consistency.



o Prepared clear and concise letters and contracts for clients
o Conducted in depth vendor product interviews by phone
¢ Obtained client information by telephone and written correspondence

Adecco (contract) Saint Louis, MO 2006-2007
Administrative Assistant/ Clerical Support
Assisted management in the coordination of organizational administration

o Drafted prepared and distributed correspondence, memos, and documents

¢ Interfaced with internal and external contacts regarding business administration.

e Scheduled and coordinated meetings, conferences, travel arrangements

o Backed up other Administrative Assistants, and functional areas.
Chautauqua Airlines Indianapolis, IN 2005-2006
Flight Attendant

e Maintained safety of the aircraft complied with Federal Aviation Regulations

¢ Managed medical and flight emergencies independently

e Ensured compliance with company policy/procedures in the aircraft

o Ensured on-board sales targets were met/or exceeded for each flight

¢ Managed in flight sales revenues and stock control
Citibank/Citigroup O’Fallon, MO 2002-2005

Customer Relationship Associate

Confirmed all documents for closing Home Equity Loan and Lines of Credit
Served as Liaison with Under-writers and Costumer Financial Analyst

Assisted Management with the training of new employees

Maintained 100% on Quality Control evaluations for productivity in call volumes.
Enhanced the call center environment with new standards of evaluation

The Ritz-Carlton Hotel Spa & Casino San Juan, PR 1998-2000
Front Desk Agent/Front Desk Administrator and Night Auditor
e Supervised the reservation, registration and cashiering functions of the Front Office
computer system

e Knowledge of both rooms and hotel facilities and vicinities
¢ Providing exemplary customer service insuring a comfortable and enjoyable stay.
¢ Facilitated and scheduled staff, planning meetings for conventions
¢ Interviewed and trained new hires
¢ Audit the daily operations of the Hotel, Spa and the Casino independently
EDUCATION
Bachelor Degree in Business science and Psychology.
Central Methodist University Maryland Heights, Missouri  5/6/2010-Present

Associates Certificate — Airlines and Tourism
Bank and Commerce Institute Rio Piedras, Puerto Rico 1989-1990



MASTERCARD SPONDSORED TRAINING

GCMS Tactical Release

Change Point

BSA & Transfer/Conversion
Process Training CIS Level |

The Exchange 101-GSC Workplace
MDS tactical Training Authorization
Money Send

CIS Connectivity & File transfer |
CIS Level Il Settlement

CIS Level Il Add new Processor
CIS Dates for GSM Change
Change Owner & Manager Process
Intermediate Credit Alternative

Authorization Billing, Clearing
Debit 101

Operations Profile System
Project Manager Training
MDS Database Forms

Real Time Fraud Scoring
GCMS Level Training

CIS Settlement training

CIS Level Il Clearing Training
CIS Debit Project

CIS 101 Best practices
Loyalty Part 2

Currency Conversion



