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Employment History:


Company Name		MomDad’Z Events and Catering Services
Position Title			Proprietor / Sales and Operations Manager
Industry/Account	Events and Catering
Duration	December 2017- Present

Work Description:

· Develop existing business and solicit new catering business through catering lead generation and catering sales marketing.
· Initiate and develop leads to ensure growth of catering sales through social media, hotel and venue partners, wedding and debut fairs, etc
· Efficiently respond to all customer queries in a polite and timely manner.
· Manage stock control financial planning and managing budgets.
· Meet and discuss contract requirements with customers and other suppliers.
· Recruit and train staff and the highest standard of service.	
· 


Company Name		Stefanini Philippines Inc.
Position Title			Service Delivery Manager
Industry/Account	John Deere Service Desk
Duration	May 2017- December 2017

Work Description:


· Ensure all SLA’s are met or exceeded; creates action plans to meet or exceed target.
· Responsible for the day-to-day operational management of the service delivery teams.
· Liaises with peers in other departments (PMO, HR, IT, Facility, Legal, Finance, Sales and Marketing) and operations teams (Global Operations Support Center, other hubs in the region).
· Supervise, coaches and inspires team leaders and promotes continuous development geared towards meeting/exceeding performance and client expectations and for succession planning.
· Responsible for staffing, hiring and alignment of job offers.
· Help provide training and development and conduct regular appraisals with team
· Prepare and discuss Annual Performance Review every end of the year.
· Oversee and ensure conflict resolution between and/or among employees.
· Conducts FGDs with agents and Skip level sessions to encourage feedback and insight to enhance customer experience and to help improve day to day management.
· Review processes and information and provide feedback, make suggestion/recommendations as to improvements across the program and the call center.
· Address disciplinary and/or performance problems following the company policy
· Participates and supports company and program initiatives and engagement activities



Company Name		Stefanini Philippines Inc.
Position Title			Senior Team Leader
Industry/Account	John Deere Service Desk
Duration	March 2016 - May 2017
	
	
Work Description: 	

· Serve as Manager in absence of the SDM. 
· Manage Resource Team members and Project agents. Monitor productivity of Project team and ensure tickets are handled within SLA.
· Review all client complaints, rectify issues and create action plans to prevent issues moving forward.
· Understand and keep track of key team KPI’s. Manage performance by creating action plan and targets.
· Create policies to meet goals on certain task and to address team issues.
· Provide assistance to trainer if there's an incoming new class. Process their access and other credentials.
· Submit workflow for Knowledge Article update.
· Monitor daily attendance of the employees.
· Provide one-on-one coaching, update employees of their current status and latest disciplinary action.
· Prepare and discuss Annual Performance Review every end of the year.
· Create performance evaluation tool to assess agents on their understanding of current processes.
· Implement Performance Improvement Plan to those agents who are not meeting expectations and provide update on a weekly basis.
· Provide assistance in forecasting calls and tickets by creating a monthly report. 
· Generate Customer Satisfaction report on a daily basis and address unfavorable comments with the agents involved.
· Review and validate QA concern received by the agents if they are correct in following the process.
· Review with the team new processes and perform evaluation of their understanding.













Company Name		Stefanini Philippines Inc.
Position Title			Team Leader
Industry/Account	John Deere Service Desk
Duration	August 2010 – March 2-16

Work Description:

	

	· Manage the Service Desk and staff to provide 1st level technical support; answering support queries via the phone, web, email or chat. 
· Review all client complaints, rectify issues and create action plans to prevent issues moving forward.
· Understand and keep track of key team KPI’s. Manage performance by creating action plan and targets.
· Review agent schedule and provide changes if necessary.
· Monitor agents by listening to their calls on a weekly basis for coaching purposes.
· Prepare and discuss Annual Performance Review every end of the year.
· Create performance evaluation tool to assess agents on their understanding of current processes.
· Implement Performance Improvement Plan to those agents who are not meeting expectations and provide update on a weekly basis.
· Daily monitoring of Tier 1 open tickets and assign agents to work on it. This is to make sure that request from the customers are being address based on the priority of the ticket.
· Create policies to meet goals on certain task and to address team issues.
· Provide assistance to trainer if there's an incoming new class. Process their access and other credentials.
· Submit workflow for Knowledge Article update.
· Monitor daily attendance of the employees.
· Provide one-on-one coaching, update employees of their current status and latest disciplinary action.







Company Name		IBM Daksh Business Processing Services INC.
Position Title			Lead Operations/Subject Matter Expert
Industry/Account		QuickBooks Accounting Software/Telesales/Customer Service
Duration			February 2009- July 2010
			

Work Description: 

· Provide floor support, learning sessions, coaching & feedback to agents 
· Monitor closure of service levels regularly.
· Monitor quality Coach on improving resolutions.
· Take production calls as well as escalated calls.
· Responsible for managing the performance of a group of call center representatives providing coaching and feedback, documenting results, counseling and mentoring, and delegation of work whenever necessary
· Responsible for supporting workforce required staffing levels to meet client service level requirements.              



Company Name		IBM Daksh Business Processing Services INC.
Position Title			CCS/Senior CCS/Sales POC
Industry/Account		Sprint Telecommunications/ Customer Service
Duration			August 2007- February 2009

Work Description: 

· Responsible for the sales output, tracking and mentoring of the Team.
· Take production calls and provide excellent customer service.
· Perform troubleshooting for customer’s phone problems.
· Resolve billing related concerns
· Make recommendations on phone plans and bundles. 
· Upsell and cross-sell 




Seminars Attended:

ITIL Certification 						Stefanini Philippines Inc.
Management Essentials: First Time Manager Essentials		Stefanini Philippines Inc.
Leadership Essentials: Motivating Employees			Stefanini Philippines Inc.
Leadership Essentials: Communicating Vision			Stefanini Philippines Inc.
Leadership Essentials: Building your Influence as a Leader	Stefanini Philippines Inc.
Leadership Essentials: Leading with Emotional Intelligence  	Stefanini Philippines Inc.
Performance Appraisal Essentials: Planning for Appraisals	Stefanini Philippines Inc.
Training on Legal Awareness and Discipline Process                    Stefanini Philippines Inc.
FISH! For Leaders 						Stefanini Philippines Inc.
Coaching and Feedback	          Stefanini Philippines Inc.
Basic Quality Training			   	                          IBM
Six Sigma Yellow Belt Certification        		                          IBM
Pro 3 Certification (Sales Proficiency Training)                              IBM



Educational Background:

June 2011- October 2013            Rizal Technological University
			              BS Electrical Engineering

June 1998- June 2003		 Mapua Institute of Technology
				 BS Electrical Engineering

June 1994-June 1998      	Quezon City Science High School
			             Secondary Education

June 1988-June 1994  		St. Peter Christian School
			         	Primary Education





