helenie dorothy luken
135 Purok 3 Central Fairview, Baguio City, Philippines · +63 916 796 4268
lukenheleniework@gmail.com· linkedin.com/in/helenie-dorothy-luken-693105212


[bookmark: _GoBack]A Nursing graduate with 5 years BPO experience, I am detail-oriented, customer advocate with experience in providing exceptional support and ensuring tasks are completed on time and with confidentiality. I am adaptable in fast-paced, virtual environment. I can follow established procedures and practices to exceed all customer/client expectations. I am very easy to work with, always a team player, and can also work independently.


PROFESSIONAL EXPERIENCE

	nov. 4, 2015 – feb. 28, 2020
credit card account support specialist

· Tier 1 CSR - Answers inbound calls for credit card customers, mainly billing concerns, interest charge computations, payments, transactions, fraud concerns, and anything related to their credit cards.
              - Placed outbound calls to other banks for verification purposes.

· Subject Matter Expert or Mentor – teach and help new hires with product knowledge & good communication skills like using empathy statements and power of positivity when talking to customers. 

· Mission Ambassador – Promotes good working relationship and environment between agents and the management to increase productivity. Also worked on other projects assigned by the management. 

	
march 05, 2020 – may 01, 2021
customer/technical support specialist 

· Tier 1 CSR- Answers inbound calls for a major communications company customer, mainly for concerns about bills, payments, making changes on TV packages to help lowering down their bills. Handled mobility concerns for post-paid cellular concerns like processing applications and changing mobile phone plans.
               -  Upselling products and additional services or features; placing outbound calls for sales
              Prospects and follow up on customer issues.          






EDUCATION

	june 2007 to march 2008
BSN, saint louise university
1st & 2nd semester

june 2009 to oct. 2011
BSN, pines city colleges
Continued BSN

	oct. 2011 to march 2013
BSN, easter college
Graduated in BSN



CORE QUALIFICATIONS AND SKILLS
	
Flexible and Adoptable to changes
Strong interpersonal skills
Communicates effectively in English, both oral and written
Highly Trainable and Quick learner
Critical thinker and Problem solver
Organized and attentive to details


	



CHARACTER REFERENCES

Lyzl Dawn Cerezo
Team Lead / Supervisor
+63 966 433 6847

Leslie Ann Orante
Team Lead / Supervisor
+63 928 742 0089

Ramsey Cadag
Team Lead / Supervisor
+63 977 280 8004
