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PROFESSIONAL SUMMARY

Trust & Safety, fraud, and risk operations specialist with 8+ years of experience investigating account risk, enforcing platform
policy, and resolving high-stakes Tier 2 escalations across social media, banking, and peer-to-peer payments. Currently
reviewing flagged accounts, appeals, and policy enforcement escalations for one of the world's largest social media
platforms, handling 60-80 complex cases daily while holding 95%+ CSAT against an 80% department benchmark. Previously
investigated fraud flags, account takeover, and disputed transactions for Ally Bank, and unauthorized-transaction and
payment dispute reports for Cash App. Known for consistent enforcement decisions under detailed procedures, thorough
case documentation, and composure with sensitive or distressing content. Proficient in Salesforce, Zendesk, and Agent
Connect, with Udacity certifications in SQL, DevOps, AI/ML, generative AI, and agentic AI fundamentals.

CORE SKILLS

Trust & Safety Operations | Policy Enforcement and Appeals | Content and Account Review | Community Guidelines |
Independent Judgment
Fraud Investigation | Account Takeover (ATO) | Identity Verification | Disputed Transactions | Unauthorized Activity Escalation |
Risk Operations
Tier 2 Chat and Email Support | High-Volume Case Review | Case Documentation | Pattern and Trend Identification | SLA
Adherence | CSAT Optimization

PROFESSIONAL E XPERIENCE

Tier 2 Support Specialist - Policy Enforcement and Account Integrity 2025 - Present
Accenture - Client: global social media platform (name withheld under NDA)

Review escalated user reports, flagged accounts, and appeals against platform community guidelines and terms of
service, applying enforcement policy consistently across 60-80 interactions per day.
Investigate Tier 2 account integrity issues including account lockouts, 2FA failures, login errors, and suspected
unauthorized access.
Exercise independent judgment in ambiguous and high-risk cases while adhering to detailed procedural requirements
and SLA targets.
Engage sensitive and at times distressing user situations with professionalism, discretion, and objectivity.
Document every case in CRM ticketing systems to support downstream investigation, improve knowledge base accuracy,
and reduce repeat escalations.
Partner with internal trust and safety, engineering, and policy teams to route and resolve complex or high-priority cases.
Consistently maintain 95%+ CSAT against an 80% department benchmark; recognized for thoroughness in case
documentation and cross-team escalation handling.

Customer Service Representative - Account Security and Fraud Support Dec 2022 - 2025
Alorica - Client: Ally Bank

Researched and resolved fraud flags, disputed transactions, and restricted accounts for bank customers, applying
established procedures in a regulated environment.
Verified customer identity and escalated suspected account takeover and unauthorized transactions to investigative
teams with complete supporting documentation.
Assisted customers with account openings and closures, wire transfer submissions, and debit card requests, completing
identity verification and compliance steps for each transaction.
Handled 50-70 interactions per day across phone and digital channels while maintaining service accuracy above 95%.
Communicated investigation outcomes and next steps clearly to customers during stressful, high-stakes account
situations.
Coached 4-5 fellow agents on procedures and quality standards, improving team response times and quality metrics
across the shift.
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Customer Support Representative - Payments and Account Risk Dec 2020 - Dec 2022
Ibex - Client: Cash App

Reviewed reports of unauthorized transactions, compromised accounts, and payment disputes on a high-volume peer-
to-peer payments platform.
Gathered case details from users, documented findings, and routed cases to the appropriate internal risk and dispute
teams within SLA.
Supported users with in-app software navigation and Cash App Taxes, troubleshooting account features and guiding
customers through preparing and filing their tax returns.
Identified recurring scam and dispute patterns and built cases that resulted in suspicious accounts being flagged for risk
review, escalating emerging trends to team leadership.
Mentored new hires to accelerate onboarding and improve decision consistency across shifts.

Shipment Coordinator Dec 2018 - Dec 2020
Amazon

Coordinated shipping schedules and carrier communications across 100+ daily shipments while maintaining
documentation and inventory controls.

Customer Service Lead Dec 2015 - Dec 2017
Publix

Oversaw a front-end team of 10-12 associates and acted as supervisor for escalated customer issues and shift
performance.

PROJECTS

Back in the Day - Community Platform (backinthedayhub.com) 2026
Designed and built the trust and safety rules for a nostalgia community, enforced in the database: banned-term and
look-alike-spelling screening, chat rate limits, and automatic account suspension when 3+ established members report
within 7 days.
Made reports resistant to abuse: one report per member per item, server-side evidence snapshots, and reinstatement
that clears pending reports; validated with 216 automated rule tests, including false-positive checks.

Guidance - Mentor-Matching App 2026
Built two-way blocking, one-step report-and-block, rate-limited sign-in, and single-use email verification and reset links
for one-on-one messaging between strangers.

Also designed and shipped Grayscale Studio, Pigment, grayareaart.com and PropEdge from written specs using AI-assisted
development (Claude Code). Safety case study: antoniograyjr.com/case-study.html

CERTIFICATIONS

SQL Fluency - Udacity  |  DevOps Fluency - Udacity  |  AI/ML Fluency - Udacity  |  Generative AI Fluency - Udacity  |  Agentic
AI Fluency - Udacity  |  Business and Accounting Certificates - South Texas College (Accounting I, Administrative Office
Procedures I)  |  Microsoft Office Certified

TECHNICAL PROFICIENCY

Case and Review Tools: Salesforce, Zendesk, Freshdesk, Agent Connect, CRM Ticketing Systems
Data and AI: SQL fundamentals, DevOps fundamentals, generative and agentic AI tools
Productivity Suites: Microsoft Office Suite (Word, Excel, Outlook, PowerPoint, Access), Google Workspace
Accounting Software: QuickBooks, Sage 50
Office Administration: Records management, confidential data handling, calendar and meeting scheduling (Outlook),
business correspondence, 10-key data entry
Communication Platforms: Chat and Email Support Tools, Slack, Microsoft Teams

EDUCATION

High School Diploma | 2018 | Coursework in Information Technology, Computer Science, Business, and Accounting


