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+639757777423
phoebeadani88@gmail.com



A motivated and recognized program leader with over 6 years of advanced exposure in employee development supervision.
_________________________________________________________________________________________________

Summary of Skills

							
· People Management
· Behavioral Coaching 
· Performance Maximization and Development
· Product Specifics and Communications Training
· Customer Service
· Resourceful problem solver
· Employee Relations
· Talent Development


Job Description
______________________________________________________________________________________________

Quality Analyst - UPS
Tech Mahindra – Cebu
· Real time audit of shipments 
· Facilitate calibration session with All CCA and All CCA Leaders.
· Side by Side monitoring and feedback session with focused CCA Agents
· Facilitate Client call for external escalations review.
· Works with the representatives to achieve development objectives and performance targets.
· Documents and escalates real-time internal and external client escalations
· Facilitates call listening sessions and calibration session to provide consistency in the performance (Inbound Team)
· Help author current Quality Red Flag and Zero Tolerance Guide.



Performance Development Coach
ePerformax BPO and Contact Center
September 1, 2018 – October 16, 2020

· Manages the performance of as much as 40 nesting agents and make sure that they transition to prod with competence in 3 weeks’ time.
· Works with Workforce Management Team on the implementation of the staffing plan and ensure adherence to schedule and adequate coverage.
· Conduct performance appraisals for Agents
· Supports the operations manager in providing leadership, guidance, and support to the representatives to ensure the creation of a positive (productive) work atmosphere and team spirit. Addresses staff needs and concerns, performance and motivation issues, and conflicts.
· Ensures the timely, accurate and consistent delivery of updates to the representatives.
· Disseminates client-specific information. Provide clarifications and guidelines to enhance rep’s understanding and competence relative to client-specific information and handling different customer transactions
· Assumes responsibility and accountability for the team in the absence of the Team Manager by ensuring coverage, productivity/efficiency, and quality of service delivery
· Documents and escalates real-time internal and external IT issues, customer and client process issues
· Works  with  the  Quality  Assurance  Team  Leader  or  Quality  Assurance  Analyst  to  ensure  effective implementation of the Quality Assurance process. Deliver timely feedback. Identify Quality Assurance issues and work with Operations Manager or Operations Director and Team Managers to develop action plans.
· Evaluates customer contacts (voice and email) conducted by customer service representative on a weekly basis.
· Provides feedback through reinforcement and redirection of behaviors on a per contact basis.
· Provides insights to performance development coaches to help them understand the trends in behavior of each teammate under their team.
· [bookmark: _GoBack]Assisted agent in finding their path to promotion and growth within the organization



Performance Analyst Level 1 and 2
ePerformax BPO and Contact Center
September 01, 2015 to August 31, 2018

· Evaluates customer contacts (voice and email) conducted by customer service representative on a weekly basis.
· Provides real time feedback through reinforcement and redirection of behaviors on a per contact basis.
· Maintain good working relationship with Operations Team to achieved goals and target set for the agents.
· Work with Team leads to ensure effective implementation of the Quality Assurance process
· Provide real time assistance and support to agents need while taking calls
· Investigate and Response to client call out


Community Support Agent
ePerformax BPO and Contact Center
March 17, 2013 to August 31, 2015

· Provides outstanding customer service and assist up to 60+ customers
· Awarded as Top Agent for Selling Team
· Assisted in listing items on an online shopping platform
· Walk thru members on online platform shopping website
· Help customer report website issues and technical problems
· Help reporting fraudulent activities on our online shopping website



Customer Service Representative (SPRINT now T-Mobile)
Convergys Philippines
October 2007 – Nov, 2012

· Provides top of the line customer service and assist up to 70 customers per shift
· Engage with incoming and outgoing callers to identify problems and need behind the need.
· Upsell and suggest services and products that will help them have the best services for their money.
· Provide basic troubleshooting assistance with caller’s smart phones.
· Report to technical team any ongoing issues that cannot be resolve with basic trouble shooting
· Processed payment and payment arrangement request.
· Assisted customers in finding the nearest store for physical help needed




Regular Lead Cashier/Frontline and Service Crew
November 2005 to October 2007 FRESH N FAMOUS FOODS INC (CHOWKING)
· Provides the best customer service at all-time specially during peak hours of our fast serving operations.
· Proficient in point-of-service (POS) computer system for order taking for Dine in, Take out and Drive-thru/Delivery services.
· Made sure that safe food preparation and presentations are always followed
· Assisted and Performed Bi-weekly and Month end inventory of stocks.
· Resolved complaints real time and maintain professionalism at all time.
· Attended all necessary trainings to upskill knowledge in providing the best customer service experience to our guest.
· Build professional interactions with customers with consistent 
· Provides insights to performance development coaches to help them understand the trends in behavior of each teammate under their team.
· Performed food tasting to insure quality and freshness of food served per shift
· Participated in planning team building for service crew members
· Trained newly hired service crew and cashiers
· Clean and monitor dining area and front counter. Made sure to report any issues in detail.
· Cash Handling


Service Crew
March 2005 to September 2005 DMS FOODS CORPORATION (CHOWKING)
· Provides the best customer service at all-time specially during peak hours of our fast serving operations.
· Proficient in point-of-service (POS) computer system for order taking for Dine in, Take out and Drive-thru/Delivery services.
· Made sure that safe food preparation and presentations are always followed
· Performed deep cleaning of counter and food storage
· Help new crew members with protocols and service practices



Education _________________________________________________________________________________________________

Southwestern University
Villa Aznar Rd. Urgello Cebu City 6000
Bachelor of Arts in Mass Communication Graduate




Character References
_________________________________________________________________________________________________


Chery Mae Gabutan
Bank Manager
Banco de Oro
Fuente Osmania
Cebu City 6000
+63-9177131429

Mary Magbalon 
Urgello, Cebu City
+63-9209777379








