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 ISABELLE 

PROFESSIONAL SUMMARY

Achievement-driven professional with more than a decade of experience in the fields of customer service and medical transcription. Highly skilled in conferring with clients to respond to inquiries, provide information about products or services, resolve grievances and complaints, and process transactions using encrypted payment programs. In-depth knowledge of principles and processes of customer needs assessment, meeting quality standards for services, and evaluation of customer satisfaction. Comprehensive knowledge of administrative and clerical procedures and systems such as word processing, managing files and records, and stenography and transcription. Excellent problem solving and time management skills. 

CORE SKILLS
· Excellent communication skills (English language usage, grammar, punctuation, style, and editing), as well as ability to work with others in close manner. 

· Exceptional computer skills (MS Office and internet-based research), impressive telephone etiquette, and able to operate word processing equipment, dictation and transcription equipment.

· Excellent organizational and planning skills

· Ability to understand, and execute complex written and verbal instructions with excellent listening skills

· Hardworking and result oriented, willing to undergo training and seminars for skills improvement, and able to work under pressure with time constraints.

· Able to maintain customer confidentiality.
PROFESSIONAL EXPERIENCE
Genpact Services, LLC 
Muntinlupa, Philippines

February 2012 – August 2015 

Patient Pay Representative

· Provide customers with information about the company’s products and services. 

· Resolve customer complaints via phone and email.
· Assist with billing inquiry, process payment over the phone, generate documents & initiate work orders for research.  
J.P. Morgan Chase Bank, N.A. 
Taguig, Philippines

April 2010 – June 2011

Customer Care Professional
· Assist with customer problems, or answer questions. 
· Handle inquiries on billing, process payment over the phone, generates documents & initiate work orders for research. 
· Do administrative tasks like callbacks to follow-up and process customer’s issues, as well as monitor accounts with active routes to ensure timely processing of request.
EXL Service Philippines, Inc. 
Pasay, Philippines

August 2009 – December 2009

Customer Service Associate – Tier 4

· Answer customer inquiries by telephone, e-mail, or online chat.

· Research customers’ account records to suggest solutions or direct customers to the correct department for solutions.

· Do administrative tasks like callbacks and emails to follow-up and process customer’s issues.
APAC Customer Service, Inc. 
Muntinlupa, Philippines

February 2007 – August 2009

Customer Service Representative

· Provide customer service solutions. 

· Follow through on customer issues that require additional research in order to provide feedback and recommendations for workflow management.

Assistant Team Lead/Advisor

· Provide support to Team Leader by mentoring employees through call monitoring, spot coaching, setting expectations, analyzing and managing performance.  Motivates performance and administers recognition programs.

· Serve as subject matter expert, answers questions and provides support for escalated calls. 

Pilipino Medical Transcription Services, Inc. 
Paranaque, Philippines

November 2002 – November 2006
Medical Editor

· Responsible for editing transcribed dictations by physicians and other health professionals regarding patient assessment, workup, therapeutic procedures, clinical course, diagnosis, prognosis, etc., in order to document patient care and facilitate delivery of healthcare.

· Responsible for conducting orientation and training to acquaint new medical transcriptionist to our assigned client group.   

Divine Light Academy - Molino 
Cavite, Philippines

September 2001 - March 2002
Substitute Teacher (Science – Chemistry and Physics, Language & Reading)

· Responsible for administering pre-planned lessons and activities in the absence of the designated teacher.

· Responsible for preparing lesson plans, laboratory activities and written exams.

EDUCATION AND CERTIFICATION
Bachelor of Science in Biology. Pamantasan ng Lungsod ng Maynila (University of the City of Manila), Manila, Philippines, May 2001.

Civil Service Eligible (Professional level). Civil Service Commission of the Philippines.  Year 2003
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