	Cathy Galora


135 Silverado Trail, Woodbridge, Ontario, 416 799 9225,  Galoracathy@gmail.com 
Customer-focused professional with over 18 years of experience delivering responsive, high-quality service in fast-paced environments. Strong organizational, time management, and communication skills, with proficiency in internal data systems and CRM platforms. Experienced in handling inquiries via email, phone, and walk-ins, resolving concerns, and supporting customers through clear, calm, and solution-oriented communication. Proven problem-solver who works well under pressure, manages multiple priorities effectively, and maintains accurate records. Known for professionalism, attention to detail, and a genuine commitment to creating positive customer experiences.
Experience
Customer Care Manager | Empire Homes | September  2023 – 2025
Team of 4 | Residential Construction – Low Rise & High-Rise Divisions
· Led recruitment, onboarding, and mentoring of a Customer Care team, fostering consistent, professional, and customer-focused service standards. 
· Designed and implemented a comprehensive Homeowner Journey Map, outlining the full customer experience from Agreement of Purchase and Sale through closing, contributing to an NPS score of 87.7% across 395 customer surveys of 2025 by improving communication, setting clear expectations, and reducing escalations. 
· Managed daily operations of the Customer Care team for low rise and Highrise, responding to inquiries via phone and email using Outlook, ensuring timely, accurate support from initial contact through resolution with in the day.
· Tracked and reported daily calls and emails volumes, monitored weekly home closings, and followed up on mortgage-related inquiries to support timely closings and Tarion Warranty resolutions for both low-rise and high-rise properties. 
· Managed escalated customer concerns using active listening and de-escalation techniques; led weekly team meetings to analyze trends and implement solutions, and conducted regular one-on-one coaching sessions to support team development and prevent recurring issues. 
· Maintained accurate documentation of all customer interactions in Salesforce and internal systems; developed a shared “Draft Responses” resource to ensure consistency in tone, quality, and accuracy. 
· Collaborated with Construction, Sales, and Warranty teams, including coordinating and booking meetings, to ensure timely issue resolution and clear, proactive customer communication.
· Maintained organized and detailed records using CRM platforms and related technologies to support high service standards and accountability.
Customer Care Supervisor | Empire communities | September  2017 – 2023
Team of 3 | Residential Construction – Low Rise & High-Rise Divisions
· Supervise and manage handling inbound customer inquiries by phone and email, providing timely, accurate information and professional support throughout the pre-close process.
· Track and manage customer care team to receive 20 google reviews each for the year.
· Coordinated with internal departments, Sales, Construction and warranty to assist in resolving customer concerns and support smooth, timely issue resolution.
· Maintained and tracked consistent customer communication through written and verbal updates at key touchpoints, conducting follow-ups and survey outreach to support overall customer satisfaction.

CUSTOMER SERVICE/POSTING Quality Sterling Group - Concord, ON - September 2014 to May 2017 
· Responded to builder service and installation requests via email and calls, coordinating inspections, repairs, and follow-up with installers and homeowners.
· Scheduled service visits and communicated updates between builders, installers, and homeowners to ensure timely issue resolution.
· Managed lunch reception duties including maintaining visitor logs, answering calls, booking meetings, and organizing boardroom schedules.
CUSTOMER SERVICE REPRESENTATIVE Canadian Transportation Concord, Ont - December 2012 to May 2014 
· Respond to customer inquiries via phone and email, providing high-quality service and tracking product availability and order status.
· Enter all orders accurately and coordinate pickups with dispatch and carrier companies.
· Prepare customer invoices and process carrier invoices using QuickBooks.
CUSTOMER SERVICE REPRESENTATIVE Graphic Transportation - Vaughan, ON - November 2011 to 2012 
· Respond to telephone and via e-mails inquiries, providing quality service to customers and associates inquiring about the availability of products or status of orders.
· Coordinated pick up of printed materials from the customers, consolidate bills and schedule on-time delivery within Greater Toronto Area, Southern Ontario and Coast to Coast. 
· Responsible to handle all tasks related to preparing, maintaining and receiving invoices Customer
 CARE GROUP/Invoicing Clerk Truck Transfer - Vaughan, ON - November 2010 to October 2011 
· Receive summaries of the completed orders/transactions made by the organization and prepare invoices in Quick Book
· Respond to customers via email/fax/phone regarding orders and tracking of orders for client
·  Producing and summarizing reports as average such as average sales per clients and pricing summary for current and potential clients. 
CUSTOMER SERVICE REPRESENTATIVE Graphic Transportation - Vaughan, ON - July 2008 to May 2010 
· Coordinated pick up of printed materials from the customers, consolidate bills and schedule on-time delivery within Greater Toronto Area, Southern Ontario and Coast to Coast
· Provide a high level of customer service and client relations based on outstanding communication and interpersonal skills, while demonstrating attention to detail, flexibility an innovation in resolving problems.
CUSTOMER SERVICE REPRESENTATIVE Excel Direct, Sears Home Delivery - Vaughan, ON - May 1998 to July 2008 
· Monitoring 24 brokers for morning load out from daily manifest for any changes for damages or missing merchandise and informing the customer 
· Communicated with the brokers to ensure the success of each delivery and to resolve incomplete deliveries with the customer
· Update deliveries and Customer Care via Enhance Home Delivery Computer System


EDUCATION 
· Father Bressani High School						Graduated 1992
ADDITIONAL INFORMATION 
· Strong communicator who enjoys helping customers, with experience drafting professional email responses and providing courteous, solutions-focused support.
· Highly organized and detail-oriented team player, efficient in creating spreadsheets, tracking reports, and maintaining accurate records using Excel and CRM systems.
· Fast learner comfortable working in fast-paced environments, managing multiple priorities, and using tools such as Microsoft Office, Salesforce, Newstar, Tarion portal and Microsoft Teams.
Volunteer Experience
· Student Attendance and Dance instructor assistant -Soul2Sole Dance school	Sept 2017-present
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