[image: image2.png]TN
CI tl Citi never sleeps™




Sample Job Search Tools

Table of Contents
Sample Resumes

Standard Resume:  Chronological, Targeted & Branded . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 4
Guerrilla Resume:  Chronological, Targeted & Branded . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 5
Sample Cover Letters
Standard Text Cover Letter  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 7
Graphical Cover Letter:  Sales Manager (Shows sales figures for sales manager’s team) . . . 8
Graphical Cover Letter:  Teacher (Shows teacher’s 4 strengths) . . . . . . . . . . . . . . . . . . . . . . 10
Graphical Cover Letter:  Branded, Short & Powerful . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 12
Sample Marketing Tools

Business Card (with sales pitch on back) . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 13
Strategic Business Value Presentation  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 14
Interviewing Tips

Powerful Interview Tips . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 22
Sample Resumes:

1. Standard Resume
2. Guerrilla Resume
Linda Smith

70 Villa Canyon #490
CANDIDATE FOR:
813-421-0001

Tampa, FL 33617
Senior Customer Service Representative
lsmith@charter.com

Exceptional Customer Service Specialist who solves customer problems quickly with fewer than 3% callbacks and sells new products to over 30 % of the customers calling in for support.
PROFESSIONAL SUMMARY:

Senior Customer Service Representative with over 3 years experience resolving customer problems and consistently maintaining a high call volume and customer satisfaction rating.  Maintained lowest per call time of the entire staff and coached others on team to reduce theirs by an average of 15%.  As a fast learner who enjoys challenges, I can produce  the same results for you and more.

HOW I CAN HELP GEICO:

· Improve call turnaround time by 15% for the entire customer service department

· Increase accuracy/brevity of call records by 20% to make easier for non-originating customer service reps to service follow up calls from customers

· Serve as a leader/coach for other customer service reps to help increase their performance

COMPUTER/SPECIAL SKILLS:

· Job  Functions:  Customer Service, Customer Support, Call Center Skills, Problem Solving, Sales  and Coaching

· Software:  Windows 2000/XP/7, MS Office 2003/2007/2010, Internet Explorer, and Call Tracking and Sales
EMPLOYMENT HISTORY: 
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Citigroup, Tampa, FL
Customer Service Representative
July 2003 – Present

· Answered customer questions and resolved problems related to credit card transactions and balances - Resolved 97% of incidents with no call back

· Promoted sales of low interest credit cards to customers and processed balance transfers for customers accepting the offer - Outsold all other  customer service reps by 30% (780 people)
· Maintained knowledge about products and able to answer customer questions from information on the company’s Intranet site

· Maintained positive attitude in busy and demanding environment

· Preserved confidentiality of Citigroup customers and employees
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Computer Associates, Tampa, FL 
Senior Telesales Representative 
May 1999 ‑ June 2003

· Exceeded my sales quota each quarter by an average of 20%
· Sold mainframe backup and security software to customer 
· Coached new and existing telesales representatives to effectively sell our products and all salesreps were able to meet or exceed their quarterly sales quota
· Contributed sales tips to the quarterly sales newsletter

· Participated in the development and delivery of the annual sales kickoff meetings

CompUSA, New York, NY 
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Sales Representative
August 1998 ‑ April 1999

· Outperformed all other salesreps in the region with an average quarterly sales of $225,000
· Sold PCs, printers, peripherals, software and training to customers
· Assisted customers with questions and problems with their hardware and software

Other Employers:

· Health Care USA, Customer Service Representative
1997 - 1998

· Johnson & Johnson, Salesrep
1995 – 1997

VOLUNTEER WORK/COMMUNITY SERVICE:

Project Manager, United Way, Tampa, FL 
2008 - 2010

EDUCATION & PROFESSIONAL DEVELOPMENT:

Associate of Science Degree
Hillsborough Community College, Tampa, FL

Linda Smith

70 Villa Canyon #490
CANDIDATE FOR:
813-421-0001
Tampa, FL 33617
Senior Customer Service Representative
lsmith@charter.com
Exceptional Customer Service Specialist who solves customer problems quickly with fewer than 3% callbacks and sells new products to over 30 % of the customers calling in for support.

	ACCOMPLISHMENTS:
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· Resolved 97% of my problem calls with no call back

· Sold 30% More (780 People) Low Interest Credit Cards to Callers than Other Rep
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· Increased Sales by an Average of $145,000/Quarter
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· Top Seller in Region with Avg.  Quarterly Sales of $225,000
AWARDS:
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· Customer Service Rep of the Quarter for 3 Quarters Running

· Outstanding Contributor to Customer Retention Award

TESTIMONIALS:
"Linda Smith is the best customer service rep we’ve ever had. Her ability to solve customer problems quickly, sell products to customers, and mentor other staff members is unsurpassed.  I wish I had 20 more like her!”

Peter Harrison, Manager Customer Service, Citigroup

“Every time I call in, Linda is  kind and patient, really listens to me and solves my  problems.  She’s a real Gem!.”
Ed Baker, Citigroup Customer

	PROFESSIONAL SUMMARY:
Senior Customer Service Representative with over 3 years experience resolving customer problems and consistently maintaining a high call volume and customer satisfaction rating.  Maintained lowest per call time of the entire staff and coached others on team to reduce theirs by an average of 15%.  As a fast learner who enjoys challenges, I can produce  the same results for you and more.
HOW I CAN HELP GEICO:

· Improve call turnaround time by 15% for the entire customer service department

· Increase accuracy/brevity of call records by 20% to make easier for non-originating customer service reps to service follow up calls from customers

· Serve as a leader/coach for other customer service reps to help increase their performance
COMPUTER/SPECIAL SKILLS:

· Job Skills:  Customer Service and Call Center Skills, Problem Solving Abilities, Sales, and Coaching

· Software: Windows 2000/XP/7, MS Office 2003/2007/2010, Internet Explorer, and Call Tracking and Sales
EMPLOYMENT HISTORY:

Citigroup, Tampa, FL
Customer Service Representative
July 2003 – Present

· Answered customer questions and resolved problems related to credit card transactions and balances - Resolved 97% of incidents with no call back

· Promoted sales of low interest credit cards to customers and processed balance transfers for customers accepting the offer - Outsold all other customer service reps by 30% (780 people)

· Maintained knowledge about products and able to answer customer questions from information on the company’s Intranet site

· Maintained positive attitude in busy and demanding environment

· Preserved confidentiality of Citigroup customers and employees
Computer Associates, Tampa, FL
Senior Telesales Representative 
May 1999 ‑ June 2003

· Exceeded my sales quota each quarter by an average of $145,000
· Sold mainframe backup and security software to customer

· Coached new and existing telesales representatives to effectively sell our products and all salesreps were able to meet or exceed their quarterly sales quota

· Contributed sales tips to the quarterly sales newsletter

· Implemented four highly successful annual sales kickoff meetings




CompUSA, New York, NY

Sales Representative
August 1998 ‑ April 1999

· Outperformed all other salesreps in the region with an average quarterly sales of $225,000
· Sold PCs, printers, peripherals, software, and training classes to customers

· Assisted customers with questions and problems with their hardware and software
Other Employers:

· Health Care USA, Customer Service Representative
1997 - 1998

· Johnson & Johnson, Salesrep
1995 – 1997
VOLUNTEER WORK/COMMUNITY SERVICE:

Project Manager, United Way, Tampa, FL 
2008 - 2010
EDUCATION & PROFESSIONAL DEVELOPMENT:

Associate Science Degree

Hillsborough Community College, Tampa, FL
Sample Cover Letters

1. Standard Text Cover Letter

2. Graphical Cover Letter:  Sales Manager


(Shows sales figures for sales manager’s team)

3. Graphical Cover Letter:  Teacher


(Shows a teacher’s 4 strengths)
4. Graphical Cover Letter:  Branded, Short &Powerful  

April 21, 2009

Mr. James Clark

Call Center Manager

Verizon Wireless

5432 W. Kennedy Avenue

Tampa, FL 33681

I listen to customers, clarify their problems, and provide effective solutions.

Dear Mr. Clark:

I read your advertisement for a customer service representative in last Sunday’s Tampa Tribune.  As an experienced customer service representative, I am an ideal candidate for your position.

For the past three years, I worked in the call center at Citigroup handling a high daily call load and working with customers to satisfy their needs.  I took the time to really listen to customers to understand their problems and issues, explain alternatives, and then provided the right solution to satisfy their needs.  In fact, I received several commendations from customers for the quality of the service I provided. I was also a fast learner who was able to master new systems and information quickly to make it available to customers as soon as possible.  My enthusiasm, proven ability to work well on a team, and customer focus would make me a real asset to your company.

Verizon Wireless is noted for its fine reputation in providing top-notch customer service and it would be exciting to be a member of such a strong team.  Enclosed is a copy of my resume, which provides more detail on my qualifications for the customer service position.  I will call you next Tuesday at 9:00 AM to schedule an interview where I can prove to you how I can contribute to the success of your team.

Sincerely,

Linda Smith

70 Villa Nova Drive

Tampa, FL 33617

813-421-0001

lsmith@charter.com
NOTE:  Second paragraph is your Sales Pitch but it should be different from the one you put in the Skills Summary in your Resume.  The one shown here is similar to but different from the one in  Linda Smith’s resume.
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70 Villa Canyon #490, Tampa, FL 33617

813-421-0001   lsmith#@charter.com
Applicant for Sales Manager Position at Global Technologies
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Linda Smith

Sales by Quarter for 2008 -CurrentJob

Average   Increase  of  Sales  Over Quota  is 19.50%


This graph provides solid evidence of how I can increase sales revenue as Sales Manager for Global Technologies!  Under my leadership, the sales team consistently exceeded its quota every quarter in 2008 by an average of 19.50%.

See my attached Resume for supporting information.

INSTRUCTIONS:  The above is a Graphical Cover Letter using a graph made in Excel.  This document and the associated spreadsheet used to build the graph are on the www.trainingtamer.com website under Downloads on the main menu.  To create different graph, first build it in Excel.  Next copy it into the clipboard by first clicking on the border of the graph to select it and then do an Edit/Copy.  Next, come back into this document, click on the existing graph, and then press the Delete key to remove it.  Then do a Paste/Special to paste in your new graph.  When you do, paste it in as an Enhanced Metafile.  Finally, resize the graph vertically to make it as tall as you can but still keep the Graphical Cover Letter on one page.

To change the text that is above and below the graph so it contains your own personal data, just edit it like you would any other Word document.  The name at the very top is in a WordArt object.  To edit it, right click on it and then select Edit/ Text.  If you need any help with any of this, please call Training Tamer Inc. at 813-924-8404 or email larrylabelle@trainingtamer.com.
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70 Villa Canyon #490, Tampa, FL 33617

813-421-0001   lsmith#@charter.com
Applicant for 5th Grade Teacher at Brown ElementarySchool
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My Strategic Value   (Your Sales Pitch)   For over 10 years, we   have helped Job Seekers master effective  techniques for winning a job at the salary they deserve.   We work  with you to:      D evelop   and implement  a n effective job search plan,  create  powerful marketing tools,  and  develop   a resume and cover  letter that get them an intervi ew.        B uild a portfolio of work samples to prove their worth, teach  them to master interviewing skills so they get a job off er      Learn   how to negotiate the best compensation package  possible .     We   have successfully help ed   hundreds of job seek ers to win a job.   We   hold people accountable   so they succeed !    If you are able and  willing, we   can help you find the way!  

Training Tamer   Helping Job Seekers     Win a New Job   Effective & Aff ordable Training,    Coaching, and Support Services      

Larry LaBelle   14 629 Grenadine Drive #2   Tampa, FL 33613   813 - 924 - 8404   larrylabelle @trainingtamer.com   www.trainingtamer.com  

Instructor/Coach for   Job Seekers & Employers   HOT   L inkedIn Profile:   www.link edin.com/in/trainingtamer  








This pictogram shows my strategic skills in the areas of Visual Classroom Enrichment, Lesson Planning, Project Oriented Teaching, Test and Homework Preparation/Grading, and Motivation that make me an exceptional teacher.

See my attached Resume for supporting information.

INSTRUCTIONS:  The above is a Graphical Cover Letter.  This document is available on the www.trainingtamer.com website under Downloads on the main menu.  The

To change the text that is above and below the box so it contains your own personal data, just edit it like you would any other Word document.  The 5 labels inside the box are all WordArt objects.  To edit them, right click on the label and then select Edit/Text.  

The 4 representative photos inside the large box were found on www.gettyimages.com. When you find a photo there that you want to use in your Graphical Cover Letter, right click on it and select Save Picture As from the popup menu to save a copy on your hard drive.  To put that photo in the Graphical Cover Letter in place of one that’s already there, first click on the picture you want to replace and then press the Delete key.  To insert your replacement photo in its place, first select Insert/Picture.  Then browse to find the picture you saved and select it.  It should then appear in the document but it will be too big.  Right click on this picture and pick Format Picture.  Next, click on the Layout tab and then click on the In Front of Text button on the right.  Then click OK.  This is done to allow you to move the picture to where you want it.  Finally, you will see grab handles (little boxes) at the corners of the picture.  Put your mouse pointer over the one in the lower left corner, hold down the left mouse button, and then drag you mouse up diagonally from lower left to upper right in the picture.  This will resize the picture.  You need to resize the picture so it will fit inside the box where you removed the old picture.  Repeat this process for each of the other three pictures.  Then Save your document and print a copy if you like.

If you need any help with any of this, please call Training Tamer Inc. at 813-924-8404 or email larrylabelle@trainingtamer.com.

Janice Marlow
1128 Hanes Avenue

Tampa, FL 33618

813-977-6682

jmarlow@yahoo.com




Sample Marketing Tools
1. Business Cards

2. Strategic Business Value Presentation
Sample Business Card – Front & Back


Strategic Business Value Presentation for:
Linda Smith
70 Villa Canyon #490, Tampa, FL 33617

Phone:  813-421-0001     Email:  lsmith@charter.com

LinkedIn:  www/linkedin.com/in/lindasmith 


Helping the  YMCA  Achieve Financial  Success

Enriching the Corporate Financial Position
What I’ve Done

· 20 Years Experience in Financial Services Industry in a Bank with 30 Branches

· Managed Accounting, Human Resources, and Banking Operations

· Established and Administered Banking Policies and Procedures

· Supervised the Bank’s Investments

Slide 2

Major Accomplishments

· Turned a failing company into a profitable entity

· Eliminated over $100,000 in expenses

· Increased asset size from $70 million to $170 million in 8 years with a staff of over 50

· Raised productivity through the use of personal computers resulting in a 40% cut in personnel

Strategic Business Value


Financial Success is Managing People, Processes, and Planning

That’s What I Do Best!

People Assets

· Retained  personnel that are essential to the organization’s success

· Provided training/mentoring to staff that enables them to be self-sufficient and learn new, faster, and more efficient ways to do their job

· Helped staff who are not performing and if necessary, release those who cannot improve their performance





Process Assets

· Designed & Implemented Improvements in Efficiency that Saved 


Example: 
· Increased efficiencies in the accounts payable function resulting in a reduction in staff

· Recreated a legal form in Excel resulting in a reduction in time to complete the form from 30 minutes to 5 minutes

· Created a process in an Access Database to monitor delinquent assets more efficiently




Planning Assets

· Established a 3-5 Year Business Plan

· Developed Comprehensive Budgets

· Developed budget for startup company without having the benefit of historical budget data to use as a foundation

· Managed Cash Flow

· Prepared “What If” scenarios to determine the profitability of new products





How I Can Help the 

· Stabilize Employee Turnover at 2%
· Increase Efficiencies & Productivity by 10-15 %

· Reduce Overall Expenses by 12%

· Create and Adhere to a Lean and Effective Budget 10% Lower than Last Year

· Increase Company Profitability by 20%

The CEO of Global Technologies Inc. said, “Linda Smith has found more creative ways to increase efficiency and productivity and manage expenses than anyone else I’ve ever known.  She helped our company stay competitive in a tough economy.”

Let’s arrange a time to talk about our next steps!

Interviewing Tips

1. Powerful Interview Tips
Interview Strategies

· Techniques for Effectively Answering Interview Questions

· Speak as if you’re talking to your best friend

· Smile and maintain eye contact

· Show enthusiasm in your voice and use various intonations to keep it lively

· Maintain good posture and  avoid fidgeting

· Take 5 seconds to think of an answer before responding

· Keep answers short and concise to be effective

· Try  to address the question from the employer’s perspective

· Provide enough detail so interviewers don’t have to dig to get the information they want

· Answer the “What is your greatest weakness?” question with a medium weakness you used to have  but have worked on and overcome (so it’s now a strength)

· Practice answering questions with family/friends to get feedback on  your performance or leave a voice mail for yourself with the answer to see how it sounds to you

· Use concrete work examples to support your answers and include quantifiable accomplishments whenever possible

· Use the Situation, Action, Benefit (SAB) technique from to structure your answer and keep your response time to about 30-45 seconds

· Situation = What happened (keep it brief)

· Action =  What you did

· Benefit = Benefit to you, co-workers, manager/company, customer/supplier, etc.

The trick is to keep the Situation part of your answer short and to the point.   Say what happened quickly (without too many unnecessary details) and then get right to the most compelling part of your answer, which is the Action and Benefit.  Tell the story like you’re reliving it in the present (e.g. “I was standing on the shop floor when my manager John came up looking very angry.  …..”) – it makes it more compelling and is easily remembered.

Example Question:  

Tell me about a problem you had with a subordinate and how did you handle it?

Example Answer:  

SITUATION:  Tara came into my office to talk to me when another employee was present and quickly became angry and belligerent.  I had no idea why and I started to feel defensive and angry.  ACTION:  Rather than respond in kind and make matters worse, I suggested we all go to lunch to simmer down and finish the conversation later.  After lunch, I asked Tara why she was so upset.  She told me it was about something I said in a team meeting a month ago that really bothered her.  When I asked her what it was, it turned out to be a misunderstanding.  BENEFIT:   I then asked Tara to bring up immediately issues in the future to avoid a recurrence of this problem and she agreed.  This improved our working relationship and made her a stronger leader and contributor.

· Remember, HR/hiring managers hire people they like, believe will fit into their team/company culture,  and have the best skill set for the job
April 8, 2010





Mr. James Harris


Vice President of Advancement


University of Tampa


Tampa, FL 33645





Dear Mr. Harris, 





My strengths lie in developing and nurturing effective relationships for the purpose of achieving or exceeding fund raising goals!  Over the course my career, I have raised over $18.5M.  What better place to make a significant contribution in fund raising than as a college development officer or as an alumni relations director.  It's all about cultivating relationships in order to secure philanthropic support through the participation, loyalty and the personal investment of alumni, parents and friends.


Please see my attached resume for an overview of my skills and accomplishments.  I will call your office immediately to schedule a time for us to meet.  I am looking forward to discussing with you the contribution that I could make to the University of Georgia. 


With best regards,





Janice Marlow





Effective college development officer who successfully achieves philanthropic support by cultivating relationships based on mutual understanding, benefit and trust.
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To be served, you have to be able to serve!
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When the process is clear, everything flows smoothly!





LS





Planning provides a pathway for success!
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