	

	
	


CAREER   OBJECTIVES

To be in a position that enables continuous learning and fosters professional growth by using my skills, experience and expertise.
EXPERIENCE SNAPHOTS
Bank International – December 2014 - (Present)

Portfolio Retention and Cross Sales Specialist –
· Enhance Balance building of Existing Customers through various credit card products (Cash Transfer, Balance Transfer, Easy Payment Plans, Credit Shield Installation, Credit Limit Increase etc.)
· Engage customers in conversations meant to educate and enhance the knowledge of credit card customers on the different products that they can avail to ensure exceptional customer experience.

· Tailor fit products, programs and/or packages that best suit the customer’s needs (Personal Loans, Top up, ROD etc.).

· Keep Credit Card Customer Attrition to a minimum through needs analysis conversations and offering attractive retention packages.
· Act as main point of contact for Credit Card Agents regarding queries about the bank’s credit card products.

· Contribute to the overall customer atmosphere through maintaining a positive and responsive perspective at all times.
Transcom Inc.  –  (Multi-National Company) – May 2013 – December 2014

Sensis Australia – Customer Service/ Sales Team Leader
In-charge of Managing the day to customer service performance of agents assigned to my team.
· Track sales performance on a daily, weekly and monthly aspect.
· Engage agents in Coaching and Mentoring sessions at least 1 session per agent per week.

· Conduct live call modeling with agents to ensure optimum sales output is met.
· Monitor both sales and call quality to ensure that client expectations are met.
· Attend and Cascade Daily, Weekly, Monthly updates to keep the team informed.

· Issue Disciplinary action to repeat offenders to ensure that is abreast with the company policies and procedures.

· Engage customers in a high level of conversation to ensure maximum positive customer experience.
· Be in contact with customer having level II complaints and offer immediate resolution.
Talk Talk UK– Customer Service, Level I – Team Leader
· Address challenging questions of customers to ensure positive customer experience.

· Engage agents in Coaching and mentoring sessions to address varied areas of opportunities.

· Do side by side monitoring to ensure that all calls are taken in a professional and enthusiastic manner.

· Assist the HR Team in the recruitment process to ensure that all new hires have basic understanding of the nature of work.

· Issue disciplinary action to repeat offenders.

Behavioral Dynamics Inc. – Business Development Officer – December 2012 – May 2013
· Prepare an Annual Sales Outline that will project company’s P&L for the CEO’s approval.
· Sourcing New Business Clients for the company through quotation drafting, face to face presentation etc.
· Participate in various commercial and Scholastic Events and create new opportunities to sell the company’s services.
· Manage and Optimize sales portfolio of the company.

· Maintain an updated list of Present and Future Clients for tracking purposes.

· Train Business Development staff members on the “know-how” of the different company products.

· Engage CEO s and HR Communities of Different companies to understand the need to Assessment

Management risks and ensure timely resolution to ensure that obstacles are kept to a minimum
Startek Incorporated – (Multi-National Company) – January 2012 – December 2012

Time Warner Cable  - Customer Service Level I (Team Leader)

· In-charge of 15-40 Agents’ overall performance.

· Act as main point of motivation of the team through creating an atmosphere of professionalism and fun.

· Engage the agents in sessions of goal setting, coaching, mentoring and other one on one activities to ensure that everyone gets a hands on treatment.

· Act as Main Knowledge Source for all product and non-product queries

· Handle Escalated calls of irate customers.

Interactive Technology Solutions Inc. – May 2011 – January 2012

Contact Center Supervisor I – Local Company

· In-charge of Different Departments of the Contact Center

· Ensure Metrics for Customer Service, Technical Support and Sales are met consistently

· In-charge of hiring and ceasing employment of different departments.

· Manage attrition to ensure maximum usage of manpower.

ECE Consulting – (Multinational Company) – November 2010 – January 2011

Accent Health USA - Performance Analyst
· 10-25 Virtual Direct Reports

· Conduct Coaching sessions virtually to call center agents in the USA.

· Engage the clients in weekly Call Calibrations to ensure that everyone is at par with how quality scores are being obtained.

· Attend Monthly Business reviews to ensure account profitability is met.

WNS Inc. (Multinational Company) – November 2008 – November 2010

T-Mobile UK –Customer Service Team Leader

· Handles 15-30 Direct reports

· Engage the agents in sessions of goal setting, coaching, mentoring and other one on one activities to ensure that everyone gets a hands on treatment.

· Create various performance Improvement Plans to ensure that Account SLA’s are met.

· Act as point person in the absence of the Operations Manager.

Advanced Contact Solutions Inc. – Team Leader – May 2006 – November 2008

· In-charge of making sure that the team goes over and beyond weekly, monthly and annual sales targets.
· Ensure that Lead Penetration is kept at a profitable rate.
· Monitor sales calls to ensure no miss – sell is done.
· Attend Weekly and Monthly Business reviews to ensure maximum profit channels are created.
· Interview possible applicants to various vacant positions.
Call Center Agent – SVI Connect – May 2005 – May 2006
· Tasked to engage customers into a buying different products of the campaign.

· Ensure excellent customer experience on each and every call.
TRAININGS / SEMINARS AND WORKSHOPS
EXPERIENCE SNAPHOTS
· Workplace Competency (Philippine Society on Training and Development) – Davao City 2013
· Power of Coaching – Startek Philippines 2012

· SMART Planning – Startek International Inc.

· Supervisory Skills that Work – Interactive Technology Solutions Inc., 2012

· Effective Coaching – Interactive Technology Solutions Inc., 2012

· Achieve (for Team Leaders) – Transcom Inc.
PROFESSIONAL DEVELOPMENT
1. Co-Author/ Implementor Team Coach project which paved the way to further the development of Hi-potential Agents.
2. Created Lead Penetration reports to ensure that sales outputs are always maximized.

CORE COMPETENCIES / SKILLS
· Intermediate to Advanced in Microsoft Office Platforms (2003 – 2010)

· Extensive knowledge various dialer platforms for both single and blended campaigns.
· Performance Management (Data Gathering, Root- Cause Analysis, Coaching, Mentoring and Developing)
· Enthusiastic, Creative and willing to assume increase responsibility

· Driven to learn and apply new Ideas and Skills

· Have strong desire for Excellence

· Highly Motivated, Hardworking , Industrious and Optimistic

· Competitive Self-starter who is Organized, Disciplined and Goal-oriented
PERSONAL DATA

Birth date:

May 14, 1983
Height:


5’9”





Religion
:

Christian
Citizenship:

Filipino

Civil status:

Married

Language/Dialect:
English, Filipino
CHARACTER REFERENCE
Available upon request.

I hereby certify that all information given is correct and true.
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