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Core Competencies
· An active, dedicated, ambitious, and disciplined person

· Inspires team spirit, motivated and able to shoulder responsibilities with high degree of initiative and aspiration to excel.
· Building a team that effectively supports client programs, products and services. 

· Establish performance goals to exceed efficiency levels, quality assurance standards, and sales targets.
· Maintaining service, talk/wrap time, data, and both client and consumer satisfaction levels.  

· Leading workflow distribution and floor management to ensure service levels are satisfied. 

· Makes timely and appropriate choices based on accurate analysis and experience. Uses sound judgment even in conditions of uncertainty. 

· Anticipates impact of decisions and plans how to manage risk.

· Technologically savvy with extensive experience working with telephony systems (customer service systems, including telephony systems, e.g. ACD, PABX, Quality Monitoring Systems, etc.)

· Provides both verbal and written information in a timely, clear and concise manner. Expresses ideas effectively, adjusting style, tools and mode to the needs of others. 

Employment History
	2009 – 2010
	DHL EXPRESS – Dubai, UAE

	Position:
	Key Accounts Desk Advisor

	Company Profile:
	DHL's express service links 120,000 destinations in more than 220 countries and territories. The company provides delivery services from a network of about 4,700 offices, and it employs a fleet of some 76,200 vehicles and about 420 aircraft. DHL is a major provider of freight forwarding, logistics, and supply chain management services; it maintains some 3.5 million square meters of warehouse space at about 1,400 distribution centers.

	Responsibilities:
	· Pursue continuous process improvement to meet the total service requirements for Global & Multinational Customers, and firmly establish long-term business partnerships in the express distribution service agreed between DHL and the customers.
· Assist the Program Managers in performance reviews and training sessions.

· Generate, analyze and submit periodically performance and work reports to the respective Country Global Account Manager and Program Manager.

· Assist the GCS and MNC Managers, Global Account Manager, Project and Program Manager in the management of the assigned Global or Advantage customers.

· Work closely with the other relevant functional support people (especially within the Logistics Support team) in the start-up and maintenance of the agreed SOP, SLA or SOW (Service Operating Procedures, Service Level Agreement or Statement of Work) to deliver an excellent level of service to the customer.

· Organize shipment pre-alerts and work closely with destination services groups to achieve the best possible clearance process for all shipments.

· Spend about 20% of the time in field visits to better understand customer operations and build a sound working relationship.


· Generate relevant transit performance report and conduct periodical service performance review with the customers, and set action plans to improve performance.

· Manage locally or within the network the shipment data and checkpoint information, using DHL’s latest proprietary system tools (e.g. IMM/ Cyber Services/ SMART) and proactively convey key information to customers’ daily/weekly or as per agreed standard.

· Arrange and co-ordinate cargo space planning with Hubs and Gateways and ensure 100% uplift of all shipments, including any heavy-lift and/or odd-size shipments.

· Log, investigate and establish reason/s (root cause/s) of service failure and communicate and implement corrective action accordingly.



	
	· 


	2001 – 2008
	DHL EXPRESS – Philippines

	Position:
	Junior Project Executive for Global & Multinational Companies

	Company Profile:
	DHL's express service links 120,000 destinations in more than 220 countries and territories. The company provides delivery services from a network of about 4,700 offices, and it employs a fleet of some 76,200 vehicles and about 420 aircraft. DHL is a major provider of freight forwarding, logistics, and supply chain management services; it maintains some 3.5 million square meters of warehouse space at about 1,400 distribution centers.

	Responsibilities:
	· Pursue continuous process improvement to meet the total service requirements for Global & Multinational Customers, and firmly establish long-term business partnerships in the express distribution service agreed between DHL and the customers.
· Assist the Program Managers in performance reviews and training sessions.

· Generate, analyze and submit periodically performance and work reports to the respective Country Global Account Manager and Program Manager.

· Assist the GCS and MNC Managers, Global Account Manager, Project and Program Manager in the management of the assigned Global or Advantage customers.

· Work closely with the other relevant functional support people (especially within the Logistics Support team) in the start-up and maintenance of the agreed SOP, SLA or SOW (Service Operating Procedures, Service Level Agreement or Statement of Work) to deliver an excellent level of service to the customer.

· Organize shipment pre-alerts and work closely with destination services groups to achieve the best possible clearance process for all shipments.

· Spend about 20% of the time in field visits to better understand customer operations and build a sound working relationship.


· Generate relevant transit performance report and conduct periodical service performance review with the customers, and set action plans to improve performance.

· Manage locally or within the network the shipment data and checkpoint information, using DHL’s latest proprietary system tools (e.g. IMM/ CyberServices/ SMART) and proactively convey key information to customers daily/weekly or as per agreed standard.

· Arrange and co-ordinate cargo space planning with Hubs and Gateways and ensure 100% uplift of all shipments, including any heavy-lift and/or odd-size shipments.

· Log, investigate and establish reason/s (root cause/s) of service failure and communicate and implement corrective action accordingly.



	1996 – 2001
	BAYAN TELECOMMUNICATIONS INC. (BAYANTEL) – Philippines 

	
	Customer Service Supervisor

	
	Bayan Telecommunications Inc. (BayanTel) is a telecommunications company serving a combined population of over 25 million, nearly 33% of the population of the Philippines. BayanTel is a provider of data and communications services such as dedicated domestic and international leased lines, frame relay services, Internet access, and other managed data services like Digital Subscriber Lines (DSL).

	Responsibilities:
	· Work with the contact centre manager to communicate and implement the approved procedures for handling and resolving issues in accordance with Bayantel policies, specific requirements and thereafter ensure compliance by contact centre staff. 

· Handle customer’s escalated cases from CSAs and assist in issue resolution with customers

· Work closely with the IT functional department to leverage technology to automate front line contact centre processes as well as formulate back up plans in times of outage. 

· Jointly develop and co-ordinate training sessions with trainers and conduct training sessions as assigned by the contact centre manager 

· Enhance Customer Service Agents’ understanding and knowledge of Bayantel’s products and services, in order to encourage customer to apply for a phone line and other services during customer interactions.

· Facilitates the development of others through personal involvement in coaching, mentoring and sponsorship. Creates an environment that fosters learning, growth and development to improve Bayantel’s capability to achieve the strategic vision.

· Lead, motivate and supervise Customer Contact centre staff to ensure that all Customer Contacts are answered promptly and consistently in accordance to stipulated performance standards aligned to current Bayantel standards.

· Lead and drive customer satisfaction by providing best in class standards with a view towards establishing and maintaining a competitive advantage. 

· Identify and promote areas with potential for revenue generation to cross-sell, upsell services including value added services (e.g caller-id, call forwarding, call hunting,3- way calling, etc.)

· Supervise / ensure staff discipline and conduct staff performance appraisal

	Key Achievements:

	Team’s Service Excellence KPIs 

· 90% Call Monitoring Score

· 85% occupancy

· 50% utilisation 

Team’s Revenue Generating KPIs

· Sales Leads targets based on monthly quantum 

Other KPIs 

· < 0.1% ACR

· CSS results to be achieved



	1995 – 1996
	EASYCALL INC. – Philippines 

	Position:
	Message Handling Specialist

	Responsibilities:
	· Answered clients’ calls and processed their messages accurately.

	1995 – 1996
	CAL-ASIA WHOLESALE INC. – Philippines 

	Position:
	Sales Supervisor

	Responsibilities:
	· Responsible in conducting trainings for new employees. 

· Helping the company gain revenue by strategically designing programs that can help develop a highly efficient sales executive. 


Education

1990 - 1994
De Ocampo Memorial College
Bachelor of Science in Nursing 

Seminars Attended
· Cyber Service V2

· Orientation on EXB

· DHL Connect

· Danzas Products & Services

· Basic Telephone Sales

· Remote Area Surcharge

· Selling in CS

· Problem Solving & Decision Making

· Global Sales Process
· Time and Stress Management
· SoftCoWeb R7 Users Training

· Wood Packaging Material Training Course

· MS Excel Level 2

· MS Excel Level 3

· 7 Habits of Highly Effective People

· 8D PSDM

· Security Incident Database Training

· Business Writing

· APDE Training
· Microsoft Office (Word, Excel, Powerpoint)

Personal Information

Date of Birth:

February 7, 1973

Languages:

English & Filipino
