	
	
	RENE SERRANO GALANG
Unit 316 Bldg. A Sorrento Oasis Condominium C. Raymundo Ave. Brgy. Rosario Pasig City 1609 Philipines
Mobile Phone No. +639179221772
Email Address rene.galang19@gmail.com
A position as RTA where excellent analytical and technical skills can help to improve the company's profitability.
 
WORK EXPERIENCES:
 
Professional Workforce Planning – COPS RTA/CCOD
Sutherland Global Services
8th Floor Harvester Corporate Bldg. 
Corner 7th and 8th Ave. P. Tuazon Blvd.
[bookmark: _GoBack]Brgy. Socorro Cubao Quezon City Philippines
August 22, 2017 - Present

Job Description:

*Develop, train, and manage team members.
*Develop an internal future managerial pipeline to fulfill quality and adequate talent needs.
*Oversee, manage, and track forecasting of monthly and weekly volumes for successful planning.
*Produce solid and effective strategies based on accurate and meaningful data reports, analysis
and keen observations. 
*Establish and maintain communication with clients and team members; understand needs, resolve
issues, and meet expectations.


Duties and Responsibilities:

Monitor advisors activity/productivity using WFM tools such as TeleOpti, Salesforce, Live Person, Prohance and
Tableau. Sending reports like (absenteeism, break and lunch, agents browsing history, etc) accurately and in timely manner. Maximizing chat application for faster relay of information by using Slack and Google Hangout.
Participating in a client call about updates on application, new roll out, outages, staffing issues, WFM talks.
Plotting segments like coaching, team meeting, QA coaching, training, offline, support, adhoc etc. on TeleOpti.


Workforce Real Time Administrator 
EGS Expert Global Solutions
Lot 1 Cyber Park
Araneta Center Cubao
Quezon City Philippines
April 2 2012 – August 19, 2017


Job Description:
Ensure local call center employees are actively contributing to the assigned queues. Individual will monitor schedules and workforce software trends to inform Operations leaders when phone time is established threshold and/or identify employee/s over out of adherence. Actively and consistently support all efforts to simplify and enhance the customer experience.
Duties and Responsibilities:


 *Analyze information database, historical data, and real time information to create recommendations to improve daily objectives within the production team.
*Monitor, maintain, and track inbound service level goals and department expectations.
* Ensure real time inbound/outbound staffing level are met though maintaining campaign statistics, campaign strategy, campaign scheduling, and agent performance based on program targets provided.
*Monitor workforce software to identify employees out of adherence.
*Communicate adherence deviation to employees and site leadership to address efforts on improving adherence.
*Create reporting on absenteeism and other shrinkage for operations leaders and workforce personnel.
*Provide adhoc reporting as needed to show adherence to scheduled events within the site.
*Assist in skilling and/or provide data to Global Command Center to ensure employees are assigned correctly to the right queue or line of business.
*Provide regular feedback to Global Command Center to improve upon shirt-range planning precision.
*Collaborate with other Workforce Teams to make schedule recommendations regarding out of seat activity, VTO, and overtime.
*Responsible for understanding and complying with all policies, procedures, and regulations relating to job duties.
*Perform other duties as assigned by management.
*Work under general supervision.
*WFM Tools (Genesys, CMS Avaya, Cc Pulse, CME, and Verizon)

Listener Care Representative

APAC Customer Service Inc.
Lot 1 Cyber Park
Araneta Center Cubao
Quezon City Philippines
October 18, 2010- April 2, 2013
• Acknowledge and appropriately greet and assist every customer in a timely manner.
• Process customer orders in a courteous, efficient and timely manner.
• Effectively present and discuss the products and services of the company.
• Manage telephone calls professionally, efficiently and with good communication
skills.
• Attend to customer questions, complaints and concerns immediately, and facilitate
satisfactory resolution. 
• Understand and appropriately use the company pricing system and policies.
  


EDUCATION
 
College
Bicol University Tabaco Campus
Bachelor of Secondary Education (Biology)
Tabaco City
1999-2003
 




ELIGIBILITY
 
Professional Teacher
Passed the Licensure Examination for Teacher conducted by the Professional Regulation Commission last August 29, 2004.
 

 I hereby certify that above information is true and correct to the best of my knowledge and capabilities.
 
                                                                                                                                                 
                                                                                                                                                 

                                                                                                                                              RENE S. GALANG
 
 

	

	









