
Pamelia (Pam) Wellborn

2313 L. Don Dodson #222
Bedford, TX 76021
E-mail:  gwuilly@sbcglobal.net





Home: 817-545-7228   

Mobile: 214-226-7587  







Employment History: 

Presently pursuing advanced degree following Elective receipt of a Verizon retirement buy-out option 

2/15/2000 to 11/21/2003


                 
Specialist—Systems Analyst & Programming
Verizon North, Inc.    Retail Markets – Systems Assurance
700 Hidden Ridge, Irving, TX 75038






Effectively team with IT, e-Business, Staff Support, Testing, End Users and Bench Mark Contributors to identify, detail, and advance systems development and enhancement initiatives while maintaining budgeting guidelines.  Rated Excellent on last review and nominated for a Verizon Achievement Award.
Worked as an individual contributor and as a project manager responsible for:

· Facilitating Requirements Gathering Meetings with diverse technical and non-technical groups.

·  Selected as part of special projects team to evaluate and assimilate new and existing functional processes for service ordering, billing, customer information, and communication management for multiple legacy systems.

· Traveled extensively to interview end-users and upper management for a coordinated IT development program for Call Centers.

· Presented proposed solutions and functionality to high level management for approval and funding.

· Oversaw development of projects from initiation to implementation.  

· Maintained integrity of the development process using accepted project manager skills through established data bases to submit internal customer requests, obtain level of effort quotes, track submission of business and systems requirements, negotiate customer agreement with IT and document changes.

· Developed supplemental testing scenarios and resolved testing discrepancies through interpretation of system requirement documents.

· Balanced multiple objectives simultaneously and maintained a maximum level of performance to ensure key deliverables were met according to aggressive development deadlines.
· Using accepted project management quality analysis delivered functionality and documentation for all levels of users.
· Wrote user manuals and training material curriculum.

· Helped to develop on-line Reference Help for Order System.

· Led "Train the Trainer" class sessions and instructed Subject Matter Experts. 
9/27/1997 to 2/15/2000



Customer Contact Center Special Assignment Supervisor  

Verizon 
Successfully developed, trained, and led multiple teams in sales, performance, and service in the Customer Contact Center.  Under my training and supervision, my team achieved the national number one sales position for 1999.
· Acting Manager for Dallas Long Distance Call Center.
· Helped to develop, and coordinated and generated reports for nationwide sales promotions for center.
· Developed on-line and class based curriculum for instruction in sales and computer training.
· Taught new hire and continuing development classes.
· Handled side-by-side coaching and training.
· Trained the trainer for new products. 
· Determined staffing requirements for inbound calls. 
· Interviewed, hired, disciplined and terminated customer contact sales associates following accepted company guidelines and union contracts.
· Mentored and developed associates identified as high management potential.
· Monitored calls for quality assurance and coaching.
· Enforced regulatory requirements and regulations.
· Analyzed and tracked established reports for sales objectives, call overflows and proper call handling.
· Acted as Subject Matter Expert for Ordering and Billing Systems.

· Responsible for Customer Service Representatives in Hiring, Terminations and Promotions.
· Maintained all required Human Resource information for Representatives.

6/15/1996 to 9/27/1997






Manager – Specialty Contracts

Olsten Health Services 

2850 Handley-Ederville Rd
Fort Worth, TX 76118

Responsible for initiating and maintaining contracts with pharmacies for specialty drugs distribution.
· Attained 15% growth in sales. 

· Increased number of participating pharmacies by 20%. 

· Developed efficient client tracking database system.
· Supervised accounts payable and receivable for pharmacy accounts
· Presented programs to target communities. 
8/5/1995 to 6/26/1996






Consultant

Fort Worth Star Telegram Online Services

400 W. 7th Street
Fort Worth, TX 76112
· Reviewed processes for improvements in procedures for Help Desk Technicians.

· Trained Technicians and Service Representatives in use of database to track customer calls.

· Developed procedures for escalation of customer concerns.

· Wrote Customer Service Manual for new hire training.

7/5/1982 to 1/4/1996







Business Representative
Southwestern Bell Telephone

1200 Houston St.

Fort Worth, TX 76102





· Consultant for small to medium size businesses for telecommunications services, data, and circuits. 

· Liaison between engineers and contractors.

· Researched Public Utility Commission complaints and responded.

· Presented informational speeches to business and civic groups as part of Community Involvement Team.

· Identified and improved billing and orders processes and procedures.

· Trained classes for a successful transition to proactive, consultative sales.

· Developed and presented monthly Safety Meetings to groups of 50 to 100 employees.

· Acting as supervisor, led new training classes and individually coached representatives to insure continued excellent performance in all areas.
Education

Certificate in Project Management from UTD Spring 2003

University of Texas at Dallas – Executive MBA Program – projected graduation date Spring 2005
Howard Payne University – Bachelor of Science Spring1977
Skills 
Technical Writing

Technical Research and Report Development

Adept at translating technical information into user information

Strong Organization and Project Management Skills





Presentation Skills 



Microsoft XP Office Suite, Word, Power Point, Excel
Visio

MS Project
Professional Training Classes
Organizational Behaviors in Diverse Work Environments




Managing at the Speed of Change
Adult Learning Models

Curriculum Development

Quality of Work-life Seminars I, II, & III

Diversity Training for Managers

Achieving Excellence in Customer Service

Understanding Worker’s Compensation in Texas


Identifying Target Sales Populations

American Disabilities Act and Reasonable Accommodations

Identifying and Understanding Corporate Cultures


Leader’s Edge Seminars I, II, & III

Mid-level Management Certification
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