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CURRICULUM VITAE

Mark.331317@2freemail.com
CAREER OBJECTIVE
To actively participate as a team member for improvement in the profitability and growth of the company, and to secure a responsible with a progressive team that will utilize my skill and experiences and would enable me to provide top quality conscientious service in the field of sales, customer relation and /or research and development.

_______________________________________________________________________
EMPLOYMENT HISTORY/WORK EXPERIENCE
Convergys Philippines Inc.
Macy’s Sales and Customer Service
Abreeza Corporate Center, 4th Floor

J.P. Laurel Avenue Davao City, Philippines
Team Leader – Macy’s Customer Service January 2015 to December 2016
Team Leader – Macy’s Sales September 2014 to December 2014

· Responsible for improving and facilitating the communication among the members of the team
· Handle responsibilities of communicating the company’s purpose, core values, vision to the front employees
· Handle escalated calls, complaints, questions and queries as required
· Facilitate cross-functional communication within employees to improve working environment
· Draft general reports on performance and targets of team members as well as ensure that they exceed the targets
· Monitor the daily, weekly and monthly attendance of employees, document infractions and implement corrective action, submit attendance reports to work force management
· Monitor agents’ activities through call management system and ensure that handle time and aux times are within the acceptable limit.
· Coach agents on specific observable behaviors that affect metric performance. 
· Identify performance gaps, implement and monitor action plans to ensure success.
Convergys Philippines Inc.
Macy’s Sales and Customer Service 
Abreeza Corporate Center, 4th Floor

J.P. Laurel Avenue Davao City, Philippines
Sales & CS Associate – Macy’s Sales August 2013 to August 2014

· Answer Calls professionally and attend customer inquiries

· Provide customers with products and service information
· Offer/upsell products to the convenience and benefit of the customers
· Handle and resolve customer complaints
· Follow up and make schedules call backs to customers where necessary

VXI Global Solutions (Davao)

AT&T Southeast Value Market

Robinsons Cybergate, 2nd Floor

Bajada, Davao City, Philippines
Sales and Customer Service Specialist (July 2012 – August 2013)
· Answer Calls professionally and attends customer inquiries
· Upsell products to the convenience and benefit of the customers
· Handle and resolve customer complaints
· Provide customers with products and service information

· Identify and escalate priority issues

· Route calls to appropriate resource

· Follow up customers calls when necessary

· Compete call logs, produce call report

· Assists request received from clients
· Ensuring to finish deadline of work as client’s request

· Ensure to satisfy client for the work requested
IQOR (formerly known as Cyber City Teleservices)
Simplexity – Telco Account
Clark field, Pampanga, Philippines
IQOR (formerly known as Cyber City Teleservices)

Sales and Customer Service (Multiple Accounts)
Sobrecarey St. Obrero, 

Davao City, Philippines

CUSTOMER SERVICE ASSOCIATE (April 2009 – June 2012)
· Providing excellent service to customers
· Perform the tasks of handling customer calls regarding the request of services and responsible for improving the team and facilitating the communication among the team members.

· Inform customer about our services

· Record customers complaints

· Answers all incoming calls and route them to appropriate staff as needed

· Respond to clients’ inquiries, requests, dispute over the phone

· Explain the service available, payment mode and categories

· Perform all other tasks related to customer service department 

· Offer alternative solutions where appropriate with the objective of retaining customers’ and clients’ business

· Follow up and make schedules call backs to customers where necessary
· Stay current with system information, changes and updates
EDUCATIONAL BACKGROUND
Bachelor of Secondary Education major in English
Graduated - April 2009

Holy Cross of Davao College – Philippines
Board Passer of April 2010
PERSONAL INFORMATION
Nationality

:
Filipino

Civil Status

:
Single
Height


:
5 ft. tall and 4 inches

Language Spoken
:
Tagalog and English
References

:
Gerald Estrada

Operations Manager Trainee

Convergys Philippines Inc.

I hereby certify that the above information is true and correct to the best of my knowledge and belief.

Mark 

Applicant
[image: image3.bmp]
   �


MARK 





Diploma in


Bachelor of Secondary Education Major in English





7.5 YEARS WORKING EXPERIENCE





*More than 2 years’ experience as Team Leader for retail/Sales and customer service





*More than 5.5 years experience as Sales and Customer Service Associate





KEY SKILLS:


*Excellent People Skills


*MS Office 


(Word, Excel & PowerPoint


*Customer Service Skills


*Comprehensive of the customer care techniques  


*Team Management


*Proficient in the English language	























































































































Seminars Attended:





National Nursing Core Competency Standard and the NLE Test Framework


                November 2008





Basic I.V. Therapy Training


July 2011 





I.V. Nurse Trainer


July 2011















































[image: image2.png]


