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Mary
mary.345994@2FREEMAIL.COM
	Objective


To be a part of your good company where my knowledge and skills can be maximized and can be further enhanced.  
	Employment History


April 1, 2016 to February 14, 2017

Assistant Manager (Team Leader)






Account: Amazon.com
IBM Daksh - Concentrix  
8F SM Cyberwest, cor West Avenue, 
Quezon City, Philippines
Job description:
· Manage a team of approx. 20 CCSs and ensure that all key metrics of performance as per the Client SLA are met and exceeded.

· Manage and strengthen Client Relationship.

· Act as the first level of escalations and resolve all people issues within the team through regular feedback, One-to-One sessions & Team Meetings/Calibrations

· Manage team performance and responsible for the overall development of the team

· Institute creative & innovative R&R for enhancing team performance and motivation; foster career advancement of the team members within the project or lateral movement.

· Responsible for managing people metrics within the team eg. attrition, absenteeism, schedule adherence etc.

· Handle escalated customer calls and guide/assist the agents to take calls in premium queue and use of customer service tools.

· Responsible for daily, weekly, monthly reporting to Clients as per their requirement.
October 1, 2014 – March 31, 2016 

Subject Matter Expert 






Account: Amazon.com
IBM Daksh - Concentrix  
8F SM Cyberwest, cor West Avenue, 
Quezon City, Philippines
Job description:

• Provide floor support, learning sessions, coaching & feedback to agents.
• Assists in driving metrics of the team

• Monitor closure of service levels regularly.

• Ensure prompt escalations to Team Captain.

• Supervise team in the absence of the Team Captain.

• Monitor performance and quality scores of team.

• Take production calls as well as escalated calls.
February 1, 2011 – September 30, 2014
Senior Customer Care Specialist 







Account: Sprint/ Amazon.com
IBM Daksh - Concentrix  

8F SM Cyberwest, cor West Avenue, 
Quezon City, Philippines
Job description:
· Handle incoming requests from the customers to ensure prompt resolutions of the queries resulting in complete satisfaction & acceptance.
· Efficiently gather complete information to access and fulfill customer needs

· Proactively educate the customer on preventive measures to avoid raising similar queries in future.

· Offer a win – win proposition while adhering to Client company policy

· Communicate effectively and professionally with internal and external customers to resolve questions and issues.

· Continuously evaluate and identify opportunities to drive process improvements that positively impact the customer’s experience.
November 13, 2009 – January 31, 2011
Customer Care Specialist






Account: Sunflower

IBM Daksh Business Process Services 


30F PB Com Tower Ayala Avenue,

Makati City, Philippines
Job description:
· Handle incoming requests from the customers to ensure prompt resolutions of the queries resulting in complete satisfaction & acceptance.
· Efficiently gather complete information to access and fulfill customer needs.
· Proactively educate the customer on preventive measures to avoid raising similar queries in future.

· Offer a win – win proposition while adhering to Client company policy

· Communicate effectively and professionally with internal and external customers to resolve questions and issues.

· Continuously evaluate and identify opportunities to drive process improvements that positively impact the customer’s experience.
December 24, 2008- August 31, 2009
Documentation Specialist
Rochart Global Resource Center


6F New Solid Bldg. 357 Buendia Avenue,

Makati City, Philippines

Job description:
· Compiles I-140 documents of Nurses for Green Card filing.

· Endorsement of Nurse Applicants to take examinations at The Medical City.

· Maintains Registered Nurses’ Pool and Monthly Reports

· Conducts Career Orientation and MOA signing.
· Answers e-mail inquiries and send invitations for new RN applicants.

· Coordinates with the Accounting Department in keeping track of the company’s expenses.
June 24, 2008- December 23, 2008

Management Trainee






GlobalCare Inc.




 





6F New Solid Bldg. 357 Buendia Avenue, 
Makati City, Philippines

Job description:

· Do callouts on Registered Nurses to attend Career Orientation.

· Participates during the Hiring Event Week.

· Encodes and monitors Registered Nurses’ database.

· Completion of Nurses’ application forms and documents.
	Eligibility


· Passed the Civil Service Commission (Career Service Professional Examination) last April 25, 2010 with a general rating of 83.53. 

	Educational Background


2004- 2008

Bachelor of Science in Biology
(Tertiary)

University of Santo Tomas


España, Manila
2000- 2004

Ramon Magsaysay High School
(Secondary)

España, Manila

1995- 2000

Legarda Elementary School

(Primary)

Sampaloc, Manila
	Skills


· Computer- literate (MS Office Applications, CES and DTR payroll)
· Competent in both oral and written communication.
· Adept in general clerical duties.
	Affiliations


· Biology Society





Member

University of Santo Tomas
	Achievements



March 2000

First Honorable Mention, Accelerated Class of 2000





Legarda Elementary School, Sampaloc Manila
	Personal Data




Place of Birth:
Manila

Civil Status:

Single



Sex: 


Female



Visa: 


Visit




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