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Objective

Seeking a position that requires communication, analytical, planning,leadership skills with expertise in customer service,marketing and administrative assistance.

	
	EMPLOYMENT HISTORY

	
	[CUSTOMER SERVICE MANAGER]
November 2012-October 2015  - Synchrony Financial (GE Capital Retail Bank)
· Provide leadership to a team of 20– 25 associates by encouraging team spirit, setting high standards, coaching on performance, providing feedback and conducting employee evaluations, communicating a vision and encouraging innovation

· Working closely with Human Resources in the areas of staffing, marketing,hiring, performance management,and workplace policies and procedures. 
· Welcoming clients and business leaders doing on site visits
· Sourcing and planning of events and business activities.

· Analyzing and creation of various reports required by management. 
· Executing performance management measures as necessary and in a timely and proactive manner. 

· Encourage improve performance to improve sales and add on sales.

· Timekeeping and attendance tracking. Adherence to the Performance Management Process and timeline

· Identifying improvements/enhancements to assist in the implementation of policies, procedures, new systems and organizational changes.

· Leading, Motivating, coaching and retaining a team, to deliver a superior customer experience through excellent service quality, product knowledge, investigation, request and fulfillment activities. 

· Team Recognition, encourage team participation in company activities. 
· Organize and Plan engagement and improvement activities.

	
	[PERFORMANCE/QUALITY SPECIALIST]
March 2011-November 2012- Synchrony Financial (GE Capital Retail Bank)
· Providing feedback to ensure respective portfolio's achieve target 
· Ensuring Quality is consistent and maintained on calls. 

· Encourage and coach associates on effectively up sell.

· Ensuring feedback is based on observed behavior with enough coaching tips.

· Work with bottom 10% Performers in Team and help bring them up the learning curve

· Reporting and analysis to support operations metrics 
· Provide process knowledge through huddles, training, coaching

· Best practice sharing between portfolios and sites

· Attend and lead calibration sessions

· Attend and participate in call listening sessions

	
	[SUBJECT MATTER EXPERT]
October 2008-March 2011 – Synchrony Financial (GE Capital Retail Bank)
· Floor walk to provide guidance for Customer Service representative

· Conduct process huddles and client-specific refreshers

· Conduct process assessments

· Conduct huddles on best way to up sell

· Assist in upskill training on client-specifics

· Identify and utilize best-in-class facilitation methods and techniques to coach agents to meet business performance standards.  Incorporate performance interventions to accelerate learning

· Participate  in  calibration  sessions  with  Specialist and Customer Service Managers

	
	[CUSTOMER SERVICE REPRESENTATIVE]
October 2006-September 2008 - Synchrony Financial (GE Capital Retail Bank)
· Answer inbound calls and chats from stores and customers regarding all facets of Client Credit Card(s) and do service to sales (upselling) 

· Resolve credit inquiries on new accounts and authorize sales on existing accounts. Make use of problem solving/decision making skills to achieve the highest level of customer satisfaction. 

· Utilize professional techniques to generate additional revenue via retail, credit, and/or product marketing through sales
· Comply with over-all call quality standards 

· Adheres to schedule and Time on System. Follow rules and policy on attendance and tardiness

	
	Skills and Qualification

	
	· Above average English communication skills 

· Demonstrated ability to address diverse management issues and team responsibilities

· Highly motivated with ability to handle a high workload in a fast-paced and challenging environment

· Strong analytical and highly developed communication (verbal and written) skills. 

· Willingness to engage with clients.

· Excellent organizational and time management skills. 

· Proficient with MS office application

· Ability to lead, motivate and deliver feedback to others, including peers 

· Flexibility and adaptability to meet business needs

Trainings

· Hiring the Right People

· Essential Presentation Skills 

· Influencing Skills Training

· Training needs Analysis

· The Good Coach (Performance Coaching)

· Process Mapping

· Fishbone Analysis

· Quality Function Development

· Lean@GE Training

	
	Education 

October 2001 – April 2006- University of the Philippines Los Baños
· Bachelor of Science in Forestry

· Major inForest Environment and Resources Management
· 


