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EDUCATION
University Degree
1996-2002
University of Southern Mindanao
Philippines
KEY STRENGTHS
Process Improvement
Strong Leadership
Excellent Communication Skill
Operations Management
PROFILE SUMMARY
Call Center/BPO
(Customer Service)– 10 Years
Teaching/Trainer– 3 Years
Financial/Sales – 4 Years
TRAINING COURSES AND CERTIFICATIONS
Global Call Center
Education  Program
Clark, Pampanga
Beginning of Leadership
Training
Manila, Philippines
Trainers Certification
Program 1A
Manila, Philippines
BPO Operation
Performance Standards
Manila, Philippines


General Profile

A self-starter and a quick learner. Versatile skill set with experience in customer service, sales, and back-office. Received multiple awards for excellence as a top performing team lead. Recognized skills in mentoring and mediating between employees (both for agents and team leads). Acclaimed for leading team projects and initiating internal processes that added value to the account and the company.
Employment History
CALL CENTER SUPERVISOR
TELEPERFORMANCE PHILS., INC
Taguig, Philippines
June 15, 2012 - January 30, 2015
Mentoring And Coaching
· Serves as mentor and coach to the reps on the floor and act as first point of escalation for client-specific issues. Serves as back-up point of escalation when Subject Matter Experts are not available. 
· Maintains a high level of proficiency with regards to client’s services, policies, and site. Ensure timely, accurate and consistent delivery of updates to the eReps. Disseminate client-specific information. Provide clarifications and guidelines to enhance eRep’s understanding and competence relative to client-specific information and handling different customer 
transactions.
Team Management
· Supervises all agents within the team 
· Monitors the agents’ performance on the floor (according to productivity competence, and quality standards and targets 
· Provides weekly specific performance feedback 
· Works with the agents to achieve development objectives and performance targets 
· Conducts performance appraisals for team members 
· Coordination with Operations Support 
· Documents and escalates real-time internal and external IT issues 
· Documents and escalates customer and client process issues 
· Works with the QA Team Leader or QA Analyst to ensure effective implementation of the QA process 
· Deliver timely feedback. Identify QA issues and work with Operations Manager or Director and Team Managers to develop action plan. Implement action plan 
· Coordinates with CST Training on training-related issues 
· Works with Workforce Management on concerns related to scheduling and attendance 
Management Support 
· Support the Team Manager in providing leadership, guidance, and support to the reps to ensure the creation of a positive (productive) work atmosphere and team spirit. Address agent needs and concerns, performance and motivation issues, and conflicts 
· Assume responsibility and accountability for the team in the absence of the Team Manager by ensuring coverage, productivity/efficiency, and quality of service delivery 
· Interact with the external clients and management, in the absence of the Team Manager 
· Support the Director in meeting targets 
CALL CENTER SUPERVISOR
AEGIS PEOPLESUPPORT, INC.
Makati, Philippines
August 27, 2010 to June 14, 2012
Responsible for acting as a liaison between customers and companies. Assists with complaints, orders, errors, account questions, billing, cancelations, and other queries. Specifically:
· Attracts potential customers by answering product and service questions; suggesting information about other products and services. 
· Opens customer accounts by recording account information. 
· Maintains customer records by updating account information. 
· Resolves product or service problems by clarifying the customer's complaint; determining the cause of the problem; selecting and explaining the best solution to solve the problem; expediting correction or adjustment; following up to ensure resolution. 
· Maintains financial accounts by processing customer adjustments. 
· Recommends potential products or services to management by collecting customer information and analyzing customer needs. 
· Prepares product or service reports by collecting and analyzing customer information. 
· Contributes to team effort by accomplishing related results as needed. 
ENGLISH TEACHER
AVALON ENGLISH ACADEMY
Seoul, South Korea
March 2007 – July 2010
· Present students with English educational materials 
· Keep students engaged in English conversion 
· Prepare and Implement ESL teaching curriculum 
· Assign English education homework 
· Conduct students’ interviews and assess student English levels 
· Making lessons that keep students interested in English Education 
· Grading and marking tests, quizzes and homework 
· Substitute teaching when coworkers are sick or absent 
· Writing student reports or development forms 
· Phone teaching during school hours, if requested 
· Attend teacher meetings and workshops when requested 
· Most importantly, have fun while you're teaching 
CUSTOMER SERVICE COACH
ICT MARKETING SERVICES
Makati, Philippines
June 2006 to November 2007
· Resolve customer complaints via phone, email, mail, or social media.Use telephones to reach out to customers and verify account information. 
· Greet customers warmly and ascertain problem or reason for calling. 
· Cancel or upgrade accounts. 
· Assist with placement of orders, refunds, or exchanges. 
· Advise on company information. 
· Take payment information and other pertinent information such as addresses and phone numbers. 
· Place or cancel orders. 
· Answer questions about warranties or terms of sale. 
· Act as the company gatekeeper. 
· Suggest solutions when a product malfunctions. 
· Handle product recalls. 
· Attempt to persuade customer to reconsider cancellation. 
· Inform customer of deals and promotions. 
· Sell products and services. 
· Utilize computer technology to handle high call volumes. 
· Work with customer service manager to ensure proper customer service is being delivered. 
· Close out or open call records. 
· Compile reports on overall customer satisfaction. 
· Read from scripts. 
· Handle changes in policies or renewals. 
SUBJECT MATTER EXPERT (SME)
EPIXTAR IT-ENABLED SERVICES
Quezon City, Philippines
December 2004 to May 2006
· Assists and provides advice on products and helping customers select the right service plans. 
· Motivating and inspiring the team to surpass their potential. 
· Encouraging, supporting, and motivating actively one’s peer team. 
· Handling escalated calls, complaints, questions, and queries as necessary. 
· Documenting general reports on each team member’s performance and targets as well as ensuring that they exceed the targets. 
· Striving for new ways continually, to increase the opportunities of sales. 
RETAIL SALES COORDINATOR
ABENSON INC.
Mandaluyong City, Philippines
December 2003 to October 2004
· Managing all the sales related activity of the company 
· Handling a high volume of customer enquiries whilst providing a high quality of service 
· Writing up accurate and grammatically correct sales correspondence 
· Tracking sales orders to ensure that they are scheduled and sent out on time. 
· Ordering and ensuring the delivery of goods to customers 
· Supporting the field sales team 
· Carrying out administrative tasks such as data input, processing information, completing paperwork and filing documents. 
· Organising sales promotional campaigns 
· Contacting potential customers to arrange appointments 
· Resolving any sales related issues with customers 
· Making follow-up calls to confirm sakes orders or delivery dates 
· Responding to sales queries via phone, e-mail and in writing 
· Accurately analyzing and assessing statistical data 
MARKETING OFFICER
SEMIRECYCLING COMPANY INC.
Clarkfield, Pampanga, Philippines
June 2002 to October 2003
Oversees the company’s marketing campaigns both internally and externally and plays a key part in communicating the organisations marketing message. Specifically:
· Preparing, planning and project managing the publication of all publicity material to maximise brand promotion. 
· Creating marketing campaigns and working with the company's external PR agency to see them executed. 
· Creating and developing new innovative ways to communicate the company message to their existing customers. 
· Contributing to the annual sales and marketing plan. 
· Planning and project managing marketing events and evaluating their success. 
· Evaluating the effectiveness of all marketing activity. 
· Developing and implementing an internal marketing programme. 
· Supporting the marketing manager in day to day marketing activities. 
· Plan, develop and deliver campaigns as agreed within timescales. 
OTHER TRAINING SEMINAR ATTENDED
· Plotting Your Agent's Career 
· Needs Analysis 
· Showcasing Your Ideas 
· Youth Empowerment for Community Development - Manila, Philippines 
· Mindanao Youth Congress (Youth Leadership) - Malaybalay, Bukidnon, Philippines 
· Philippine Red Cross Basic Safety Training - Pasig City, Philippines 
PERSONAL DATA
Visa Status
: Tourist Visa
Nationality
: Filipino
Gender
: Male
LANGUAGES/DIALECTS KNOWN
Filipino (Tagalog, Visayan, Ilocano, Ilongo) – Native Speaker
English - Fluent
Korean – Write and Read
