


Rizalee Piñon Barcelona
B6 L17 Taal St., Bermuda Subd., Pamplona Uno, Las Piñas City
Mobile:  0939-1815319 / 0915-8231274
Email Address: rizalee.barcelona@gmail.com 
Personal Statement:
Result driven, resilient, strong desire to achieve goals with minimal to no supervision needed and strong decision making as a professional individual are amongst the skills I have gained over my 15 years professional experience. Being exposed to a stressful work environment in various job task over the years in different industries have helped me built further confidence and have gained further knowledge while making significant contributions to the organization. I am now seeking new opportunities to leverage my recent masters’ degree in Business Administration and be able to share all my learning. 
Education:	
Post Graduate Program - Master in Business Administration
Pamantasan ng Lungsod ng Maynila (PLM) - Manila, Philippines - January 2015 � May 2017
College - Far Eastern University, Recto, Manila, Philippines
Bachelor of Science in Business Administration - Major in Business Management - June 1998 - April 2003
Professional Work Experience:		
· ADP Philippines (Automatic Data Processing) - June 3, 2019 - Present
RPO – COE/Interview Scheduling
· [bookmark: _GoBack]Act as an extension of a company’s HR or Resource Function such as phone screening and interview scheduling.
· William Hill Group Customer Service Philippines Inc. - May 27, 2013 - January 15, 2019
	Real-Time Analyst - Workforce Management Department
· Monitors real-time call volume and schedule conformance to efficiently utilize staffing resources and to meet any necessary contractual obligations 
· Coordinates and manages same day and/or short term off-line event scheduling for call center agents while maintaining acceptable performance of the call center 
· Monitors available reports to effectively manage the performance each call center business and/or product to acceptable results 
· Monitors queue to assist the management teams with acceptable agent adherence to schedules 
· Analyses trends such as call volume, AHT, and attendance to understand and plan for potential over staffing/under staffing conditions; adjust plans prior to and/or same day based on the ability of the call center to attain appropriate performance results
· Schedules daily, weekly, monthly meetings to communicate information to Work Force Leaders to set expectations and confirm business needs to allow the business to make sound decisions 
· Provides the WFM Scheduling team future exceptions for scheduling manually in order to consistently maintain appropriate staffing levels 
· Manages agent profiles within Workforce tools to best utilize all staffing resources
· Completes necessary reports, ad hoc reports as required
· Participates in Help Desk calls to relay how issues are impacting the call center
· Mentoring and teaching  new hired team members of the main tasks assigned and assisting on the daily task distribution, system and data used on our daily task while engaging to agents’ needs real time
· William Hill Group Customer Service Philippines - April 01, 2011 - May 26, 2013
	Age Verification Specialist (Tier 2/Shift-In-Charge) - Risk Management Dept.
· As a Tier 2/ Shift-In-Charge specialist, we are responsible in mentoring new hired team members on the daily tasks of the team
· Also a Shift-In-Charge, I was tasked act as a shift manager in charge on behalf and oversee the shift performance of the team on behalf of our team manager to ensure quality of work as required and expected by the client 
· Telus International Philippines - February 22, 2010 � March 11, 2011
	Customer/Technical Support Associate � OOMA (VOIP)
· Convergys Philippines Services, Inc. - August 22, 2005 - July 16, 2006
	Customer Service Representative (DirecTV Account and Equifax)
· Alorica Philippines (formerly Advance Contact Solutions, Inc.) - January 16, 2004 - August 19, 2005
Inbound Customer Sales Representative (Home TV Shopping)

Professional Work Experience from other country:
Abu Dhabi Maintenance and Construction Company, LLC (ADMAC) – United Arab Emirates
November 28, 2006 - December 16, 2009
· Civil and Estimation Department - Secretary (Head Office)
· As a department Secretary to the Civil and Estimation, I was tasked to oversee and prepare bill of quantities, material requisition inquiries and contracts
· I was also tasked to prepare correspondence letters for the department and support in preparing correspondence on behalf of the project managers on site, and also support other managers residing at the head office on correspondence letters
· Accounts Department - Secretarial Assistance (Head Office)
· I was tasked to prepare salary certificates and correspondence letter for the department
· Receptionist cum Telephone Operator (Head Office)
· I was tasked to answer incoming calls and do outbound calls as requested by heads and managers residing in the head office
Skill
· Proficient in Windows Based applications 
· (MS Word, Excel, Outlook, PowerPoint Presentation and Internet Explorer)
Work Ethics
· Strong desire to achieve goals
· Team player and has the drive as a hard working individual
· Observes accuracy and timeliness on reports prepared
· Captious, critical thinker and resourceful
· Can work under pressure
· Careful in handling interpersonal indifferences
Certificates and Trainings Attended:
· Personal Enhancement Training – November 2018
· Conducted by – Guthrie Jenser Global Training Consultant
· Presented by – Ariel Noberto Umali
· 4th WFM Summit 2016 - May 28, 2016
· Conducted by Henderson Blake Company
· Presented by – Michael Rastas, Louie Banta and Mervyn Lim
· Problem Solving (internal training) - February 27 2013
· Presented by – Reja Lang (IBEX)
· Power of Language (internal training) - February 20 2013
· Presented by – Reja Lang (IBEX)
· TUV Nord ISO Certificate for Quality Awareness - (ISO 9001:2000 Awareness) - May 2008
· Presented by Mr. Shibu Davies – TUV Nord
· Team Manager Training (ACS/PRC) (internal training) - March 2005
· Presented by - John Judge
Extracurricular Responsibility:
· Active member and a former president of a choir group from a catholic church since 1993
· Active member of a catholic community and a shepherd leader of a batch of the community that is within the Vicariate of Parañaque 
· Active member of the music ministry from the same community
· Choir head of a Special Interest Group of WHG Customer Services Philippines

References:		Available upon request
I hereby declare that the above information are true and correct to the best of my knowledge and ability.
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