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Clemence
CLEMENCE.281007@2freemail.com 

SUMMARY OF QUALIFICATIONS:


· Excellent written and oral communications skills.
· Proficiency with standard stand-alone Office Applications, e.g. MS Power Point, Word
· Proper phone etiquette;
· Proven customer service skills and technical support in mobile and service provider assistance.
· Troubleshooting skills for Apple iOS and Android supported devices.
WORK HISTORY:


Accenture, Inc
Manila, Philipines
July 2013 – March 2016

Technical Support Representative (Virgin Mobile UK)

· Provided in-depth technical support to customers who needed assistance in their mobile phone services.
· Did floor support and takes escalation calls when assigned by Team Leads
· Provided overall assistance like billing concerns, booking handsets for repair, general inquiries, and account related concerns.
· Deliver service and support to end-users using and operating automated call distribution phone software, via remote connection or over the Internet;
· Interact with customers to provide and process information in response to inquiries, concerns, and requests about products and services;
· Gather customer’s information and determine the issue by evaluating and analyzing the symptoms;
· Research required information using available resources;
· Follow standard processes and procedures;
· Identify and escalate priority issues per Client specifications;
· Redirect problems to appropriate resource;
· Accurately process and record call transactions using a computer and designated tracking software;
· Offer alternative solutions where appropriate with the objective of retaining customers’ and clients’ business;
· Organize ideas and communicate oral messages appropriate to listeners and situations;
· Follow up and make scheduled call backs to customers where necessary;
· Stay current with system information, changes and update.
Accenture, Inc
Manila, Philippines
August 2012 – July 2013

Customer Support Representative (Virgin Mobile UK)

· Dealt with initial troubleshooting when customers call about faults in their mobile.
· Listen to customers’ questions and concerns, and provide answers or responses.
· Provide information about products and services.
· Take orders; calculate charges, and process billing or payments.
· Review or make changes to customer accounts.
· Handle returns or complaints.
· Record details of customer contacts and actions taken.
· Review and select standard responses for answers or solutions.
· Refer customers to supervisors or more experienced employees.
Sitel Philippines Corporation
Baguio City, Philippines
January 2012 – August 2012

Customer Support Representative (Newspaper Subscription for Chicago Tribune)

· Accurately enter customer sales orders, quotes and returns.
· Address basic technical support questions.
· Receive inbound calls and respond to calls as appropriate.
· Promptly resolve customer service issues to the customer’s satisfaction per company procedures and standards.
· Create and maintain customer accounts in database.
· Perform administrative duties, reports and special projects associated with Customer Support.
EDUCATION:


Bachelor in Sacred Theology, Immaculate Concepcion School of Theology, Vigan City Philippines
Undergrad

Bachelor of Arts – Philosophy, Mary Help of Christians College Seminary, Dagupan City, Philippines
Mar 2009

ORGANISATIONAL & PROFESSIONAL SKILLS


· Proper phone etiquette;
· Ability to speak and write clearly and accurately;
· Demonstrated proficiency in typing and grammar;
· Knowledge of relevant software computer applications and equipment;
· Knowledge of customer service principles and practices;
· Effective listening skills;
· Willingness to co-operate with others and work to the greater good;
· Multi-tasking capabilities;
· Minimum 12 hours of weekend working availability on a Saturday or Sunday
PERSONAL INFORMATION


· Birth: 2 May 1989
· Age: 26
· Gender: Male
· Citizenship: Filipino
· Civil Status: Single
· Visa Status: Visit
REFERENCES


Available Upon Request

