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[bookmark: _gjdgxs]Professional Skills Profile 	
●	Interviewing/Assessments				●	Compassionate Listening            
●	Case Management				●	Microsoft Office
●	Counseling					●	Data Entry
●	Medicaid Eligibility 				●	Root Cause Analysis/ Problem Solving	           
●	Loss Mitigation					●	Mortgage Loan Modifications

Education 
M.A., Human Services Counseling: Marriage & Family, Liberty University, Lynchburg, VA- 2014
B.S., Psychology: Child & Adolescent, Liberty University, Lynchburg, VA- 2005

Professional Experience
Default Post-Closing Representative
PHH Mortgage- Mount Laurel, NJ                                                              2017- Present
•    Boosted home retention by resolving delinquencies on home loans via loan modifications
•    Verified modified loan terms in accordance with investor/product guidelines
•    Updated & reported loan terms to investors (Fannie Mae & Freddie Mac) for approval via investor portals
•    Developed training job aids delineating default post-closing processes & procedures 
•    Coordinated with internal departments to ensure accuracy of modified terms & adherence to required		 timeframes

Loan Support Representative
PHH Mortgage- Mount Laurel, NJ                                                              2016- 2017  
•    Organized returned documents into corresponding categories for record-keeping
•    Fulfilled requests for duplicates of loan documents including payment histories, checks, & tax documents
•    Assisted with special loan projects & partnered with other team players to expedite tasks 
•    Provided timely & accurate responses to requests from internal & external customers
•    Protected client data by ensuring safe transmittal of loan information via mail & fax
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Educational Test Scorer
Educational Testing Service (ETS) - Ewing, NJ                                           2016 (Seasonal)                                  
•     Evaluated samples of students’ performance (including written short answers or essays)
•     Conducted constructed-response scoring for standardized tests including the SAT & Texas STAAR
•     Determined & assigned scores for students’ responses based on reading, analysis, & writing skills 
•     Maintained accuracy by adhering to prescribed application of rubrics & testing program standards
•    Applied scores with consideration of each student’s unique writing style

Resolution Expeditor
The Home Depot Store Support Center- Atlanta, GA                                   2015- 2016                                        
•     Managed inbound communication from both internal & external customers via telephone, letters, e-mail
•     Identified, categorized, & resolved root causes of customers’ issues & concerns
•     Provided complete end-to-end issue resolution by utilizing corporate resources & business partners
•     Maintained consistent follow-up communication with customers & business partners
•     Negotiated effective resolutions by advising & supporting store associates & store management team 

Family Independence Case Manager/ Economic Support Specialist	       2007 – 2011, 2013 - 2014
Department of Family & Children Services- Marietta, GA                                   
•     Conducted intake & assessment interviews to determine eligibility for social programs & agency resources
•     Determined applicants' ongoing eligibility for economic support programs based on federal & state regulations
•     Provided advocacy by identifying clients’ needs & linking them to community resources
•     Expedited eligibility process to ensure timely distribution of health-related resources
•     Evaluated case status & updated data to ensure correct benefit issuance for ongoing recipients
•     Recognized as ‘Employee of the Quarter’ for outstanding casework. (October-December 2010)

Associate Counselor I
Centra Health: Rivermont School -Lynchburg, VA                                        2005 - 2007
•     Provided daily counseling/mentoring, advocacy, & crisis intervention for children with autism & special needs 
•     Developed & implemented strategies to improve targeted behavior areas
•     Maintained evaluation records through daily documentation & monthly case reports
•     Facilitated comprehensive services by coordinating with families, teachers, & other mental health specialists
•     Observed significant improvements in students over time, including successful transitions into inclusive classrooms
