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OBJECTIVE:
To obtain a position where I can apply my technical and customer service expertise, and provide clients with high quality service through my commitment to excellence.
EXPERIENCE SUMMARY:
A proficient technical support and customer service professional with several years of experience in providing clients and customers satisfaction that they need by meeting and exceeding targets and expectations. This also includes areas of expertise in Data Gathering, Selling Products, Customer Retention, Problem Solving, Knowledge Management, Tool and Application, Functional Studies, Quality Reviews, and Documentation. 
 
SUMMARY OF QUALIFICATIONS:
· Excellent communication, interpersonal and multi-tasking skills. 
· Quick study with an ability to assimilate new ideas, concepts, methods and technology. 
· Very much willing to learn, versatile, dedicated, competent and self-motivated team player/ builder. 
RELEVANT PROJECT EXPERIENCES:
Senior Process Executive
Cognizant Technology Solutions Philippines
McKinley Hill Taguig City, Philippines
May 2011 – July 2016
Project: American Restaurant Service Desk
Role: IT Helpdesk P.O.C.
· Follow standard helpdesk procedures and respond to requests for technical assistance with the restaurant’s internet, wifi connection and Point of Sales machines, 
· Diagnose and resolve technical hardware and software issues 
· Get in touch with proper teams and escalation groups to resolve certain complex errors. 
· Assist managers with basic customer check and payment issues 
· Assist managers in ordering equipment and other hardware tools that needs replacement 
· Review tickets created by level 1 and provide feedback if necessary 
· Conduct coaching sessions with level 1 and discuss ways on how they can improve 
· Ensure all tickets are resolved and escalated  - End of Day 
· Assist manager and directors with their concerns on various communication such as phone call, email, chat and voice messages 
· Process Start of Day and End of Day Reports - including Service Level, Quality reports, Ticket reports and ensure all voice messages and emails are addressed end of day. 
Project:  Telco Service Delivery Center
Role:
Process Associate/Customer Service Support
· Make outgoing calls to ensure customers reschedule their missed appointments for the installation of their landline, interest and cable TV 
· Field assist for technicians at premises on activating services by checking proper facility assignment,order flow status and porting telephone number procedures via incoming calls 
· Order Modification and Account Management upon caller’s request with proper account authentication. 
· Get in touch with proper teams and escalation groups to resolve certain complex errors. 
· Provide excellent customer service by assuring internal callers and customers calling in, that order issues will be resolved prior install. 
· Raising of tickets / cases for issue resolution and accurate documentation of steps done to resolve issue. 
Data Collection Associate
Convergys Philippines Services Corporation

Makati City, Philippines
April 2010 – April 2011
Project:  Survey/Data Collection Account
Role:
Data Collection Associate
Period: April 2010 – March 2011
· Contact consumers to get feedback and gather information for various company including optical shop, grocery store, car company and bank 
· Maintain unbiased conversation and responses during data gathering to ensure accurate and clear information are taken 
· Identify and resolve inconsistencies in interviewees’ responses by means of appropriate questioning and explanation 
· Use various commands to ensure all data gathered are properly captured and submitted 
Customer Service Representative
Sitel Philippines Corporation
Mandaluyong City, Philippines
April 2008 – December 2009
Project:  Credit Card Company in United Kingdom
Role:
Customer Service Representative
Period: April 2008 – December 2009
· Provide excellent customer service by responding to customers service account inquiries on account balances, transaction details, statements, fees and charges 
· Review customer billing account and provide computation if necessary 
· Check eligibility of customers for Credit Limit increase 
· Assist consumers with balance transfers 
· Maintain secure conversation and paper free environment at all times 
· Ensure that accounts are properly documented especially if clients will be using their credit cards out of the country 
· Manages customers’ feedback in accordance with company’s set guidelines and procedures. Acknowledges customer’s issue and resolves in a timely manner. 
· Offer additional bank services, promotions and products helpful for the consumer 
	Personal Details:
	
	

	Educational Attainment:
	Bachelor of Science in Nursing

	
	
	University of Makati , Philippines

	
	
	June 2004 – April 2008

	Date of birth
	:
	May 18, 1987

	Place of birth
	:
	Sorsogon City, Philippines

	Civil Status
	:
	Single

	Citizenship
	:
	Filipino

	Height
	:
	5’4

	Weight
	:
	108 lbs

	Religion
	:
	Roman Catholic


-I hereby affirm that all information supplied herein is factual and accurate to the best of my knowledge. 
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