Sandra Kulash

3427 Pestalozzi Street

Saint Louis, Missouri 63118

(314) 773-2989 kulash@swbell.net
SUMMARY

To utilize my professional project management and technology skills to build a creative e-learning environment modeling best practices. Continue the proven ability to implement a strong and effective foundation of high quality just in time training, providing employee satisfaction by delivering the best in new training technology services.

PROFESSIONAL EXPERIENCE

Knitorious – St. Louis, MO






2004 - Present
Opened a new retail establishment offering needle art products and support.  Nominated in 2005 as the #1 Retail shop in my sector from St. Louis Magazine.  In 2006 purchased and moved to a new retail location, tripling product offering and creating a destination store.

CLAYTON SCHOOL DISTRICT-St. Louis, MO




2003 - 2004

Library Assistant Meramac Elementary and Human Resource


Provided library support duties, research library database, maintain student files, and provide supervision during library hours.  Substituted in the administrative office whenever any staff member was out of the office. Assisted Human Resource in organizing staff files for migration to a new database system.  Reviewed and documented teacher's employment and educational history utilizing Microsoft office.

ST LOUIS PUBLIC SCHOOLS – St Louis, MO  




2001 - 2003

Science Lab Teacher Assistant – Gateway Elementary

Provide classroom support and assistance to students through completion of science lab lesson plans and special projects.

CONVERGYS CORPORATION – Hazelwood, MO 




2000 - 2001

Consultant – Group Facilitator/Trainer

Delivered customer service and technical skill development training classes t front-line sales and service representatives supporting Hallmark client’s consumer contacts and on-line web support.

NDC eCOMMERCE – Atlanta, GA and St. Louis, MO 




 1997 – 1999

Director, Account Services End-to-End Implementation

Migrated from MasterCard host system network connectivity, clearing/EFT files and database functionality to a  new NDC host platform.  Oversaw joint planning meetings between technical component owners, business managers and sales representatives to outline technical support approaches and business needs.  Identified customer risk and developed new workflow processes and training procedures to minimize customer impact.  Acquired responsibilities for the Account Services help desk, setup Support and Technical Support.

KEYSTONE CONSULTING = St. Louis, MO 





1997

Quality Consultant – Project Leader (July - September)

Project Leader for the consolidation and elimination of Boatmen’s Bank Memphis call center.  Migrated all customer support functions to Nations Bank Wichita customer care center.

BUSINESS RESPOINSE INCORPORATED - St. Louis MO 



1997

Quality Consultant – (May - June)

Assessed BRI agent quality monitoring system and designed a three point Customer Satisfaction Process for the NationsBank call center management team.

MARITZ PERFORMANCE IMPROVEMENT COMPANY – St. Louis, MO 

1996 - 1997

Quality Consultant

Conducted a training assessment study in the Maritz Awards and Fulfillment division.  Designed a quality assessment document for Maritz’s client Anheuser Busch, Inc. to educate and evaluate the quality performances of wholesale distributors.  Facilitated and trained newly hired sales representatives on AT&T’s call center service quality standards and cellular phone products.

MASTERCARD INTERNATIONAL 





1984 – 1995

Director, Corporate Quality (1994 - 1995)

Led the St. Louis based Corporate Quality staff responsible for overall quality deployment within St. Louis Global Operations Center.  Designed and conducted the first in-person quality survey with the top 20 US Member Banks.  Utilized survey results to launch an executive quality steering committee and strategically align quality initiatives with corporate objectives.  Provided quality management support and guidance in call center and customer service environments to increase member satisfaction.

Quality Consultant (1991 - 1994)

Selected to participate in MasterCard pilot quality program.  Facilitated process improvement work teams in gathering quantifiable data that resulted in cycle time deduction, cost savings and high levels of customer satisfaction.  Formed the first Corporate Quality department.  Participated in the design and deployment of TQM core services and training programs including: Quality Awareness, Team Building, Customer Survey, Process Improvement, Measurement, and Benchmarking.

Manager, MAPP Product Support (1998 - 1991)

Managed the activities of a technical staff responsible for second level support and certification of EFT files, PC and point-of-sale software.  Implemented rigorous escalation procedures across both internal and external client sites for timely resolution.  Provided clients services in acceptance testing, quality-assured software releases, technical and user documentation with in-house employee training on terminal products and database management.

Supervisor, MAPP Product Support (1986 - 1988)

Supervised the activities of a start-up point-of-sale customer call center.  Developed work flow processes for order entry processing, support and tracking.  Supported the sales staff as part of a team to increase client base from 10 to 400 banks, merchant base from 1 to 100,000 and electronic draft capture terminals from 1 to 150,000 with an annual growth rate of 30%.

Network Coordinator (1984 - 1986)

Oversaw and coordinated the installation of telecommunications and computer equipment at over 100 member banks and global network sites as a part of the MasterCard Banknet implementation team.  This specialized group of employees was tasked with the data site installation for global credit card authorization and financial settlement system.

CUNADATA CORPORATION - St. Louis, MO




1981-1984

Supervisor, Customer Service Network Center

Supervised customer service help desk for Credit Union tellers in a five-state region.  Resolved customers network communication problems in a PC LAN based environment.  Managed coordination and implementation of Credit Union Exchange ATM network and technical support help desk.

EDUCATION AND DEVELOPMENT

Webster University, B.A. Business/Business Administration

St. Louis Community College – Meramec

Danville Area Community College

CERTIFICATIONS

	Information Management Facilitation: Ernst & Young
	Facilitation Leadership: AAIM

	Fast Session Leader (Facilitator) Workshop: MG Rush
	Team Building Trainer: Kaset International


PROFESSIONAL DEVELOPMENT

	Effective Customer Service Skills
	Situational Leadership

	Project Management
	Interactive Management: DDI

	Quality Self-Assessment
	Training Assessment and Design

	Benchmarking: International Benchmarking Clearinghouse
	Covey Seven Habits


