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JOHANNES 

Customer Service Professional in BPO industry for over 5 years. Supervisor for 1 year and 7 months in a quick service restaurant. Motivated to maintain customer satisfaction and contribute to company success.
 SHAPE  \* MERGEFORMAT 



WORK EXPERIENCE
Customer Technical Representative
PHILIPPINES                                                          February  2014  –  February 2016
Leading provider of business process and information technology outsourcing offering comprehensive services to its clients. Assumed the role of  Technical Support Representative for a leading phone cable and internet service  provider in the U.S.
Responsibilities:
· Exceeded daily call handling rate by 10% from the required 30 clients to average of 35 to 40 clients assisted.
· Achieved monthly customer satisfaction survey rate of 85% from the client mandate of 70% rate.
· Quality Assurance passing rate of 98% in resolving customers concerns/ inquiries, according to procedures and standards set by the client.
· Adheres to company policies and team rules at all times; consistently cited for 100% attendance and punctuality.
· Up sells products and services according to the established needs of the customer, explains product/services detail and procedure for account processing.
Customer Service Representative
TELEPHILIPPINES INC. (TELEPERFORMANCE)         January 2013 -October 2013
Serves companies around the world with customer care, technical support, customer acquisition and debt collection programs. Took the role of Customer Service Representative (Billing and Sales) for a phone cable and internet service carrier in the U.S.
Responsibilities:
· Handled inbound customer service support calls courteously.
· Provided consistent, superior personalized service to every customer by utilizing all available tools and resources
· Maintained productivity at defined proficiency levels in compliance with department policy at defined proficiency levels in compliance with department policy and procedure and demonstrates initiative to continue learning new and relevant product and technical information as products evolve.
Customer Care Representative
CONVERGYS PHILIPPINES SERVICES CORP.
April 2010 – December 2012
Uniquely focused on helping companies find new ways to enhance the value of their customer relationship and deliver consistent customer experiences across all channels. Acted as a Tier 2 Care Support Representative for a leading mobile carrier in the U.S. Responsible for assisting and educating customer regarding their bills payment, collections and also troubleshoots technical concern.
Responsibilities:
· Provides excellent customer service in a courteous, friendly, and professional manner.
· Attends to customer needs and concerns with empathy while maximizing opportunity to build rapport with the customer.
· Achieved 95% average handling time (8 minutes required) by quickly providing basic client support in a call center setting via phone, or if it needs to be escalated to a higher level client support representative in a timely manner.
· Achieved 95% issue resolution rate by making follow up outbound calls to customers and other parties as a part of case resolution process.
Shift Manager

JOLIBEE FOODS CORPORATION  

         February 2008 – September 2009

Largest fast food chain in the Philippines which enjoys the lion’s share of the local market. The company has also embarked on an international expansion and currently has 80 stores outside the Philippines.  Managed a branch which operates 24/7 for over a year with consistent achievements in Food Safety, Service Quality and Cleanliness Standards.
Responsibilities:
· Strictly implemented operation standards during shift resulting to Gold Standard on every QA Audits.
· Rallied crew member and achieved sales target by 10%.
· Maintained optimum level of inventory by recording and reviewing historical data and calculated projected demands.
· Implemented regular training and development to enhance capability of crew.
· Reviews performance management system and recognized good performance of crew member thus maintained and keep effective crew member.
· Regular check on food safety, maintenance and security program based on HACCP approach resulting to zero accident for the year.
· 100% corporate audit by ensuring compliance to government requirements.
· Compiles daily, weekly and monthly data records to attain timeliness and accuracy of submission of reports.
EDUCATIONAL BACKGROUND
Bachelor of Arts Major in Philosophy, Academic Year 2002-2006, Xavier University -   Ateneo de Cagayan, Cagayan de Oro City, Mindanao, Philippines
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