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CON T A C T

S K I L L S
Communicat ion

Team Building

Faci l i t ies Management

Air l ine Management

Intermediate-Level Spanish

Innovat ive Merchandis ing

Confl ict-Resolut ion

Cl ient Rapport

Collect ive Bargaining Agreements (CBAs)

THE TJX COMPANIES (MARSHALLS) -  COCKEYSVILLE & BEL AIR,  MD  |   2015-2018

   CUSTOMER EXPERIENCE COORDINATOR    |    JAN 2016-MAY 2018

Coordinated and promoted char i table organizat ions (JDRF,  St .  Jude's ,  Alzheimer's Associat ion)

Lead Coordinator team by cross-training in al l  departments (sales f loor ,  receiving,  cash off ice)

Achieved +119%-to-goal in credit  card appl icat ions,  Q4 FY18 

Organized and managed store-level  Nat ional  Hir ing Event,  SEP 2017

Conducted al l-store staff  meeting of 60+ associates,  NOV 2016

   MERCHANDISE ASSOCIATE     |    MAY-DEC 2015

MACY'S -  BEL AIR,  MD  |   2018-2019

Total  mult i-department sales volume responsibi l i ty of  $10 mil l ion annually

Lead inventory for women's clothing,  shoes,  and f ine jewelry end of FY18

Developed in-store events & fashion shows to promote Community Outreach 

Responsible for securing sales areas as a key holder

   EXECUTIVE SALES MANAGER: WOMEN'S CLOTHING, SHOES, FINE JEWELRY |  DEC 2018-JUL 2019

Exceeded both YoY and annual sales plan 2018 from May through December (+110% to 2018 plan)

Improved shoe department eff ic iency by implementing digital  tools

   EXECUTIVE SALES SUPERVISOR: WOMEN'S SHOES & FINE JEWELRY |  MAY-DEC 2018

E DUCA T I O N
MORGAN STATE UNIVERSITY - BALTIMORE, MD  |   2015-2018

   BACHELOR OF SCIENCE: HOSPITALITY MANAGEMENT  |    MAY 2018

Dean's List  Recipient Spr ing 2017

M
M a r c u s  W i l l i a m s  J r .

SOUTHWEST AIRLINES |   2019-PRESENT

Part ic ipant of  Cross-Training Leadership Program: Provisioning Supervisor  (JUL 2019-JAN 2020) ,

Ramp Supervisor  (JAN-JUL 2020) ,  Customer Service/Operations Supervisor  (JUL-SEP 2020)

Coordinated f l ight act iv i ty as Ramp Supervisor in the Stat ion Command Center (60-120 departures)

Supervised 150+ agents dai ly and upheld standards for on-t ime f l ight performance

Promoted and created cost-savings plans across mult iple departments in Ground Operat ions

   EMERGING LEADER DEVELOPMENT PROGRAM FLL -  FORT LAUDERDALE,  FL |  JUL 2019-SEP 2020

   DUTY SUPERVISOR & CUSTOMER SERVICE/OPERATIONS PVD - WARWICK, RI  |  OCT 2020-APR 2024
Lead small-stat ion s ize of  80+ employees in the absence of Stat ion Manager (JUN-NOV 2022)

Liaison for local  a irport  tenants,  operat ions,  pol ice,  and TSA and SWA Network Operat ions Control

Created schedule bids for 80+ agents across two Collect ive Bargaining Agreements (TWU, IAM)

Oversaw dai ly operat ions of  Ramp, Operat ions,  and Customer Service departments (10-20 departures)

Analyzed and promoted healthy Key Performance Indicators (KPIs)  across on-t ime performance,

baggage handl ing,  customer service,  and injur ies

ASSISTANT STATION MANAGER (OPERATIONS MGR.)  SLC -  SALT LAKE CITY,  UT |  MAY 2024-PRESENT

Maintain Ground Operat ions Standards by Leading 10 Above-Wing Customer Service/Ops Supervisors

Coordinate 400+ vendor Employees of skycaps and Passenger Service Agents (wheelchair  pushers)

Responsible for hir ing,  tra ining,  and retent ion of  Customer Service and Operat ions Agents

Designated Ground Security Coordinator (GSC) and Complaint  Resolut ions Off ic ial  (CRO)

Enforce safety procedures and protocols compliant with the FAA, TSA, CBP, and Southwest


