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Equipped with 9 years of Customer Service, Technical, and Sales operations to provide monthly and yearly business results. Through highly driven colleagues engaged to address operational challenges and achieve results essential to the organization.


Work Experience
	
June 2020 – Present
Supervisor, TDCX

· Manage a 16 FTE team for chat/voice.
· Drive performance based on client targets.
· Monitor team activities and audit calls for quality and compliance.
· Lead weekly meeting and huddles on operational updates, setting of goals and observed opportunities when auditing calls/chats.
· Provide coaching to agents to improve performance by driving desired behavior based on audited chats/calls.
· Provide weekly SMART goals per agent.
· Do Root-Cause analysis on performance trends to improve output.
· Provide administrative tasks to ensure employees’ needs are met.


February 2019 – March 2020
Supervisor, Optum
· Manage daily capacity and inventory movement process.
· Ensure insurance policies are followed on all tickets handled.
· Update all FTEs on policy changes per client.
· Update TOPS board and update team stats based on inventory count.
· Forecast weekly inventory per process and ensuring capacity is sufficient.
· Provide weekly calibration with onshore client on inventory reviews.
· Provide Root Cause analysis on process delays and process errors.
· Audit process based on call quality, email quality and process quality.
· Coach agent on call, email and process improvement based on identified opportunities.
· Lead Team Meetings to discuss weekly updates and workarounds.

February 2016 – February 2019
Supervisor, teletech
· Manage 20 FTE team performance by monitoring daily activities and leading weekly meetings huddles and coaching.
· Coach agent based in identified opportunities to improve performance.
· Establish weekly SMART goals per agent.
· Analyze team performance by looking for opportunities and create action plan based on identified opportunities.
· Manage team NPS daily, weekly and monthly performance targets.
· Provide weekly performance reviews to clients and recommend action plans.
· Tend to admin tasks to ensure employee and employer needs are met.


	
July 2013 – December 2015
CHAT SUPPORT SPECIALIST, cONVERGYS
· Handle a 2-window chat and ensuring all customer needs are met via chat.
· Provide customer service and technical support via chat.
· Answer billing concern while making sure that easily understood words were being used.
· Upsell additional products and services based on declared metric by operations.
· Troubleshoot customer’s hardware and attempt to resolve via chat.

July 2011- May 2013
CUSTOMER SERVICE REPRESENTATIVE, CONVERGYS
· Assist on customer on troubleshooting their vehicle concerns.
· Help pinpoint vehicle problems to narrow down possible problems.
· Provide a passing CSAT score on every call.
· Ensure that dealer and customer have a working appointment and a follow up on aftersales from the dealer.
· Manage CSAT and FCR based on monthly target.


Education
	
BACHELOR OF SCIENCE IN BUSINESS ADMINISTRATION MAJOR IN GENERAL MANAGEMENT, feu-diliman
2008-2011 (Graduate)

	


Skills and certifications
	Teletech Leadership Training 1&2
White belt Lean- Six Sigma 
MS office Adept
Empower: Motivational coaching 
CONNECT COACHING: Grist Consultancy

	Empower: Analyzing Team Performance
Empower: Managing Attrition
Wrestling/Grappling instructor
Swimming instructor




Character References:
Joseph Rosales (Operations Manager): 09611024329
Irene Gonzaga (Team Leader): 09458296090
April Tayong (Recruitment Specialist): 09068863919
Cathleen Darcen (Operations Manager): 09568897412




