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	Objectives
My goal is to be able to work in an environment that will challenge me further and allow me to apply the knowledge and skills I acquired from my degree while allowing me to contribute to the continued growth and success of the organization through my customer service, technical and quality analyst backgrounds.
Education
De La Salle University – Health Sciences Institute (1999-2004)
· Bachelor of Science in Physical Therapy
· Current title: PTRP (Physical Therapist Registered in the Philippines)
· License No.: 0019223

Work Experiences
Thomson Reuters
(Upper McKinley Hill, Taguig City)

Customer Support Executive - Transactions (April 2011 to present)
· Respond to customers’ enquiries (specifically traders, dealers, brokers or IT personnel) relating to information, product functionality and fault calls; resolving as many queries as possible on the first interaction.
· Logging and classifying all calls and requests for assistance in the customer relationship management system (Service Cloud but previously, in Siebel).
· Filter and escalate enquiries relating to other aspects of the Thomson Reuters business and handover to the appropriate department.
· Track enquiry resolution progress and proactively call customers with a status update or resolution if queries cannot be resolved on initial interaction. Apply sound judgment and quick decision-making if any dispatch needs to be made to resolve a client’s issue in a timely manner.
· Follow the appropriate procedures to respond to issues and update our customers when outages of a major nature occur.
· Identify and escalate problems affecting a number of customers or influencing the timely resolution of one customer’s enquiry. This would include escalations to the team leader and other support, sales, engineering or resolver groups as appropriate.
· Recognize and escalate recurring problems, inferior processes or outdated procedures.
· Accept additional projects or areas of responsibility that will improve the team’s performance.
Dell International Services Philippines, Inc.
(SM Mall of Asia, Pasay City)

Quality Analyst (March 2010 – April 2011)
· Listened to recorded or live calls (remote or side-by-side) and scored them according to the call guidelines required from each technical support agent.
· Held weekly call listening sessions with the management team to ensure that they were calibrated with our department, as to what, why and how we score each call.
· Sent various weekly reports to the management team (usually in Excel form) so that they were made aware as to how the account is doing, especially when it came to agent behaviors and their audit scores.

Technical Support Senior Assistant (May 2008 – February 2010)
· Helped customers with various computer issues (included desktops and laptops) by walking them through troubleshooting steps over the phone.
· Scheduled onsite services and other dispatches like replacements, depending on each customer’s warranty type and need.
· Suggested different products and services to customers after each resolved issue, depending on what the machine is used for.

Wireless Technical Support Senior Assistant (February – May 2008)
· Assisted customers with basic internet issues, especially those who had wireless connection problems (devices and types of connection included, but are not limited to WiFi, routers, WWAN, Bluetooth, wireless printers, etc.).

Customer Care Senior Assistant (October 2006 – February 2008)
· Assisted customers with general questions or inquiries, status of their accounts which includes orders, billing, credits exchanges, refunds and rebates.
· Handled calls and emails regarding pending computer or other hardware and/or software orders or general complaints regarding the company.
· Took note of customers’ complaints regarding customer service, fraud issues, etc. and reported them to the proper channels for review and feedback.

People Support Inc.
(Ayala Avenue, Makati City)

Technical Support / Customer Service (October 2005 – September 2006)
· Worked under a cable ISP (Internet Service Provider) and responded to customer enquiries regarding any initial hardware installations, billing issues, service disruptions and basic Windows/Mac browser and email troubleshooting.
· Suggested various products and services after each resolved call, depending on how they use their internet.

Sure Connect Inc.
(L.P. Leviste Street, Salcedo Village, Makati City)

Telemarketer (August – October 2005)
· Offered monthly plans, services and promotions of a leading telephone provider to random residents in the whole of Britain, Scotland and Ireland.

Hospital Experiences
· MANILA SANITARIUM AND HOSPITAL				Sept. to Nov. 2008
Donada St., Buendia, Pasay City
· Position			: Physical Therapy - licensed volunteer
Duration of Employment	: August to October 2008
Address			: Donada Street, Pasay City
Job Description		: 
· Identify and meet patients’ goals and needs.
· Offer cost-effective treatments that help improve clients’ motion and mobility.
· Reduce the need for medications and provide alternatives to surgery.
· Develop care plans using a variety of treatment techniques.
· Create fitness- and wellness-oriented programs tailored to patients’ specific needs.
· Provide quality, personalized and evidence-based care and proven interventions.
· Motivate patients during treatment in order to help them function optimally.
· Promote clients’ healthy lifestyle by improving strength, flexibility, balance, and coordination.
· Consult and practice with other health professionals.
· Evaluate effects and monitor and communicate progress.
· Document patient care services.

Skills and Interests
· I work as a freelance calligraphy artist during my spare time and am also a part-time engraver/calligrapher for a major retail company. I am a part of the music ministry in our church and I am one of the singers there. My other interests include reading, interior design, trying out different cuisines, surfing the internet for new calligraphy and craft inspirations, watching TV series and movies and spending time with my mom.

Personal Background
· Date of Birth: October 8, 1982
· Civil Status: Single
· Religion: Born-again Christian

References
Available upon request
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