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Qualifications:

· Graduate of AB Mass Communication Minor in Advertising

· 15 years of working experience 
· Excellent communications skills

· Proficient in Microsoft Office Applications

· Flexible in terms of job assignments 

· Experienced in quality assurance, office administration, recruitment, training,  call center operations,customer service, marketing and sales, advertising, financial account
· Can work under pressure

· Ability to evaluate, prioritize, and organize

· Excellent interpersonal skills
· Very Good Work Ethics

Education:

1996 - 2000 St. Scholastica’s College Manila: Bachelor of Arts Minor in Advertising

Work Experience:

CITIROUP Business Process Solutions PTE LTD  - Citibank Philippines
February 17, 2014 – August 17, 2015

Customer Solutions Officer

· Provides ‘world-class’ service excellence to our clients by offering a delightful and consistent telephone banking experience

· Empowered to perform online banking transactions processing, which includes financial entries and data maintenance

· Reconciles transaction disputes

· Process credit card payments.

· Maintained knowledge of all customer requirements and provided appropriate responses.

· Ensured customer satisfaction at end of every call 

· Provided all confidential information to only after authenticating identification of customer

· Identifies and maximizes sales opportunities to further enhance Citi's client relationships

Shore Solutions, Inc.

September 9, 2013 – February 9, 2014
Quality Development Specialist

(Comcast Inbound Sales & Tech)

· Conducts evaluations following the specific guidelines provided for the project within time frames provided to support reporting and analysis.

· Identifies trends and coaching opportunities to be communicated to floor management in support of regular coaching sessions

· Provides constructive feedback in oral and written form

· Investigates and Reconciles corporate escalations.

· Prepares  QA Workload Distribution on a bi-weekly basis

Philippine Newtown Global Solutions, Inc. Paco Manila

  March 21, 2013 – August 15, 2013

  Quality Analyst for Motion Telecom

  Quality Assurance Supervisor for: Motion Telecom, Telcoblue, Phruit, ERankings, 

Webmyne, Red Door, Med Alert, CPM      

· Oversees the development of systematic approaches for assuring high quality services that meet customer and client needs
· Coordinates program communications to employees
· Develops systematic approaches for assuring high quality services
· Develops methods for evaluation of program effectiveness.
· Settles disputes both internal and external
· Creates and Designs Quality Framework, Quality Flow Chart, and Quality Monitoring Forms
· Uses quality monitoring data management system to compile and track performance at team and individual level.
· Coordinates and facilitates call calibration sessions for call center staff
· Prepares and analyzes internal and external quality reports for management staff review
· Manages the entire Quality Department
ePerformax Contact Centers & BPO, Inc. Makati City
November 17, 2003 – December 4, 2012

Quality Assurance Specialist & Coach

Marketing Associate for National Directory Assistance

Cross-trained in Directory Assistance and General English Services

MCI, Verizon, T mobile 

· Conducts evaluations following the specific guidelines provided for the project within timeframes provided to support reporting and analysis.

· Identifies trends and coaching opportunities to be communicated to floor management in support of regular coaching sessions

· Conducts side-by side and remote monitoring in order to deliver real time feedback for opportunities and development

· Provides constructive feedback in oral and written form

· Calibrates quality evaluations with co-QA’s, Supervisors, Operations Managers, and Client

· Conceptualizes and promotes campaigns to reinforce positive behaviors of operators

· Handles Directory Assistance/ 411 calls and escalations  from U.S. and Canada

· Provides immediate resolution to complaints and requests from escalated calls 

· Maintains supplies by checking stock to determine inventory levels anticipating requirements; placing and expediting orders; verifying receipt; stocking items; delivering supplies to work stations
· Updates job knowledge by participating in educational opportunities
· Enhances organization reputation by accepting ownership for accomplishing new and different requests; exploring opportunities to add value to job accomplishments
SMI Services, Inc. SM Manila

October 2002 – November 2003

Quality Analyst/ Sales Verification Officer/ Outbound Sales Agent

· Conducts evaluations following the specific guidelines provided for the project within timeframes provided to support reporting and analysis.

· Validates sales before processing

Mega Magazines & Publishing, Inc. Pasig City

October 2000 – May 2001

Account Executive for MegPac/ Administrative Assistant
· Supervises and coordinates activities of staff
· Prepares estimates of expenditure, maintain budgetary and inventory controls and make recommendations to management
· Maintains management information systems (manual or computerized)
· Reviews and answers correspondence
· Maintains supplies by checking stock to determine inventory levels anticipating requirements; placing and expediting orders; verifying receipt; stocking items; delivering supplies to work stations.
Training and Certification:

Coaching To Results

Professional Training System

Performance Management Training

Leadership Training

Diction Intonation Enunciation Training

Accent Neutralization Training

Character Reference: Available upon request
