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Personal Details


Age:                23 y/o


Citizenship:  Filipino


Civil Status:  Married


Birthday:       October 26, 1991


Height:           5’6”


Weight:          110 lbs
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To contact this candidate use this link
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Career Objective





Looking for a Customer Service Representative position  in your honorable company where I can use my skills and extended experience for the benefits of the company.





Education





TERTIARY	


Manuel S. Enverga University Foundation


	Bachelor of Science in Hotel and Restaurant Management


	University Site Village, Lucena City	 		SY 2007 to 2011





SECONDARY


Tangos National High School


B. Cruz St., Tangos Navotas, City		            	 SY 2003 to 2007





PRIMARY		


Daanghari Elementary School	


	Daanghari St., Navotas City			SY 1997 to 2003








Working Experience





   Expert Global Solutions


	2Flr Mezza Residences Aurora Blvd., cor. Araneta Ave. 


   Quezon City Philippines





 Position: Customer Service Representative


 October 2012 – February 13, 2015





Quality Coach / Team Leader


   November 2014 – February 2015





Responsibilities and Duties





Customer Service Representative at “Amazon.com”


-Order information


-Payment assistance


-Website troubleshooting


-Account specialist (Fraud, Email and Password Issues)


-Billing assistance


-Refund checking


-Replacement requests


-Shipping Details


-Tracking Details


-Returns department


-Internal communications


-Suppressing defective items


-Reporting shipment issues





Amazon Store Card(Synchrony bank)


-Financing assistance 


-General information


-Billing queries


-Email Support


-Fraud specialist


-Payment





Amazon.com Visa Rewards Card(Chase)


-Collections


-Billing issues


-Rewards balance checking


-Email Support


-Fraud specialist


-Payment 




















Kindle Technical Support “Kindle E-readers and Tablets”


-Basic trouble shooting


-Software Update


-Wifi and 3G issues


-Battery Issue


-Screen Issue


-Registration Issues


-Lost- Stolen Devices


-Kindle Store Issues


-Warranty Replacements


-Installment Plans


-Applications assistance


-Device settings





Quality Coach / Team Leader


-Monitoring Calls


-Mentoring


-Floor Support


-Coaching Representatives


-Taking Escalation (Supervisor Calls)


-Sending Performance reports


-Quality analyst (AHT, Speech analytics)


-Sending IR Reports


-Granting exceptions/ processing over the shoulder concessions


-Call Audits (For fraud and violations)








Customer Service Skills





Dealing with calls in a highly professional manner.


Responding to customers who have special communications needs, such as language difficulties or disabilities.


Quick understanding a callers point of view and to empathize with them.


Able to respond and adapt to the needs of all customers.


Quickly processing information. 


Knows how to handle rejection and deal with positivity


Taking Escalation when 1st point of contact once failed


Proper coaching skills/ Mentoring


Self-motivation, as well as the ability to work in a team environment


Experience monitoring IB/OB calls and providing feedback





Key Competencies





Effective oral and written communication skills


Keen sense of willingness to learn and highly innovative


Working knowledge of Microsoft Office software, Word, Excel, Power point, and Outlook.


Data Management


IT Skills


Good Interpersonal Skills


Good judging perception


Good team player but can work independently


Problem Solving Ability


Critical thinker


Proven success in call center coaching/mentoring


Flexibility in doing different things without being distracted


Ability to adapt and learn with different types of system within short amount of time


Fast phased and able to adjust with the environment


	

















