Rokesha Joseph 
rjoseph8186@gmail.com
(281) 536-6926


Professional Summary
Dedicated and results-driven customer service professional with over 10 years of experience in
call center operations, client relations, benefits coordination, and case resolution. Proficient in
multiple software platforms and known for exceeding quality performance goals, providing
top-tier support to customers, internal teams, and partners.


Key Skills
Customer Service & Support
Call Center Operations
Conflict Resolution
Administration Benefits
Claims Processing
Microsoft Office Suite
CRM & Call Tracking Tools
Team Collaboration
Remote Work Preferred 


Professional Experience

Percepta (Ford Motor Company) – Houston, TX (Remote)
Dealer Experience Specialist
June 2019 – April 2026
Supported Ford Dealers and Zone Managers via calls, emails, and portal messages,
addressing financial assistance, part delays, rental extensions, and policy escalations.
Resolved customer complaints using satisfaction tools including financial assistance and
service plans.
Monitored and followed up on escalated dealer cases to ensure timely response and issue
resolution.
Acted as a product and policy resource for dealers; provided backup support for team
leads and management.
Selected to serve on the Ford Pilot Team; consistently exceeded quality goals.
Software: AS400, CSS, CRM, PTS Oasis, fmc Dealer, Salesforce, GCCT, CS Hub.


Cigna – Houston, TX
Member Services Representative
September 2016 – June 2019
Assisted members and providers with questions regarding medical, dental, and vision
benefits.
Handled insurance application inquiries and performed case research to resolve issues.
Responded to grievances and complaints with professionalism and adherence to protocol.
Maintained phone performance metrics and achieved high-quality assurance scores.


Mercer – Houston, TX
Benefits Representative
January 2013 – August 2016
Served as the primary point of contact for client service delivery and benefit renewals.
Facilitated routine and ad-hoc client meetings, ensuring smooth implementation and
delivery.
Managed inquiries and provided tactical support for local and international benefits
processes.


Xerox/ACS – Houston, TX
Customer Service Representative
January 2012 – December 2012
Delivered call center support, resolving customer inquiries and complaints using standard procedures.
Trained and guided junior staff, providing troubleshooting assistance.
Tracked and reported customer service metrics to improve team efficiency.


Asurion – Houston, TX
Claims Representative
February 2010 – January 2012
Assisted Verizon Wireless customers with device replacement claims, processed
payments, and coordinated shipments.
Troubleshot mobile device issues and recommended appropriate repair or replacement
options.
Maintained product knowledge and inventory accuracy; supported service goals and
KPIs.


