Ms. Amabella 

Amabelle.354571@2freemail.com
Summary 

· Accomplished, talented professional with over 10 years of customer service experience.
· Excellent in administrative and organizational skills with wide experience in coordinating with customers related inquiries and resolve their problems while maintaining accuracy. 
Specialties 
· Delivering Results
· Facilitating Change
· Effective Communication
· Problem Solving & Root Cause Analysis
· Coaching & Mentoring
· Customer service orientation
· Incident management
· Initiative & commitment to achieve 

· Attention to detail and quality

· Contact Management
· Administrative Support
· Calendar Management
· Data Entry
· Document Management
· Team work

· Front Office Operations   

Achievements
Project Management
· Favorably achieved a three-year project for an Intelligence Operation in Iran, Pakistan, and Afghanistan by provisioning, installing and commissioning their modernized and secure telecommunication network which resulted in increased trust and eventually increased business opportunities.
Customer Service and Problem Solving
· As a leading member of customer service desk, spearheaded and directed implementation of departmental ticket system resulting in greater speed and access to information for both internal staff and outside clients.

· Improved first contact resolution rate by examining repeat communications across all channels for root cause analysis. 
Communication
· Trained a team of 10 customer service desk members in providing dedicated customer service, and maximize team effectiveness. 

· Served as liaison between staff members, clients, and service vendors earning their confidence with reliable follow-through and clear communication.
Interpersonal 
· Consistently recognized for regular in exhibiting professional decorum and manners when interfacing with customers which resulted in 30% improved feedback of customers.

· Commended regularly by managers for positive attitude and attention to detail.

Organization
· Provided organizational support to customer service desk members including managing schedules, and preparing development materials.
· Created highly effective organizational system resulting in easy access to critical information and streamlined office functioning.
Experience 
Emperion AS Dubai, United Arab Emirates 

Customer Service Desk Lead, 2012 to 2016
Service Desk Engineer, 2008 to 2012
· Maintain customer satisfaction by providing problem-solving resources.
· First point of contact for clients in Africa (disaster & relief communications), Middle East (military & humanitarian aid camps) and Europe (maritime) resolving their service problems by clarifying complaint, determining the cause of the problem, selecting and explaining the best solution to solve the problem in a reasonable time.
Sykes Enterprises, Incorporated Makati, Philippines

Technical Support Engineer, 2004 to 2008


Account: QWEST (Internet Service Provider, United States of America)

· Provide technical and network problem resolution to end-users by performing a question diagnosis while guiding users through step-by-step solutions. 

Landmark Computer Users, Incorporated Quezon City, Philippines 

Administrative Assistant, and Front Office Receptionist, 1995 to 2004 

· Provide office services by fielding telephone calls, receiving and directing visitors, word processing, creating spreadsheets and presentations, and filing; 
· Schedule and coordinate meetings and appointments for the General Managers/President.
· Maintain supplies inventory by checking stock to determine inventory level; anticipating needed supplies; placing and expediting orders for supplies; verifying receipt of supplies.  
Education
Bachelor of Science in Computer Science, Graduate
Central Colleges of the Philippines 

Further Education (trainings) 

· Business Psychology, 2017, Heriot Watt University
· iDirect Operations & Maintenance (IOM) 3.2, 2004, iDirect Government
· VSAT (Very Small Aperture Terminal) Essential and Installation, 2008, Emperion A/S
· Shiron InterSky DVB-S2 Satellite, 2008, Emperion A/S
· Microsoft Dynamics CRM, 2008, Microsoft
· Packeteer's PacketShaper®, 2008, Emperion A/S
· Microsoft Forefront Threat Management Gateway, 2008, Microsoft
Independent Coursework 

· ITIL® Foundations

· SQLite, and MySQL Essential

· Apache™ Hadoop® Fundamentals
· SharePoint 2016 Essential

· Microsoft® Office 365™
Technical Skills

· Windows XP/Vista/7, Microsoft Office

· Microsoft Dynamics CRM; Cerberus Helpdesk

· Direct experience operating multiple access VSAT networks such as iDirect, Shiron Intersky

· VoIP configuration and troubleshooting using Quintum gateways and PortaOne solutions

· Data network expertise including LAN/WAN technologies, TCP/IP networking and routing and switching protocols.
