Total of 8.5 years of working in Infrastructure Support/Operations and Cloud Managed Services. An extensive experience in dealing with quality and assurance and processes, supervising people operations, creating, and delivering value to the clients and the end users, delivering a swift resolution without compromising the quality of service & proactively identifying continuous service improvements.DELIGHT A. GARROVILLO, ITIL v3
Salvacion, Buenavista, Guimaras 5044
+639770915793 / delightgarrovillo@gmail.com
Linkedin: https://www.linkedin.com/in/delightgarrovillo/ 
www.delightgarrovillo.com

CERTIFICATIONS
· ITIL v3   
Date acquired: January 30, 2015  
· TEFL  - Teaching English as a Foreign Language  
Date acquired: March 2017 
· Azure Fundamentals – AZ900
Date acquired: May 16, 2020
· Microsoft Fundamentals – MS900
Date acquired: October 4, 2021

TECHNICAL  & SOFT SKILLS
· ITIL v3 – since 2015
· Office 365 Administration 2017 - present
· Cloud Services technical skills
· SharePoint Online
· M365 (SharePoint Online, Administration, Exchange Online, Proplus, OneDrive, Teams, Skype for Business, Migration, Security & Compliance)
· Exchange onpremise
· Skype for Business
· Azure Active Directory
· Azure Log Analytics
· Operating Systems/Windows Server
· SQL, Back-up and DPM
· Infrastructure Services: 2013-2014
· Technical—Software Installation & Hardware Troubleshooting—4 Years  
· PC Optimization & Technical Support—4 Years  
· Service Now
· Soft skills 
· Incident Management 2013 - present
· Quality Assurance – 2013 – 2015 
· Training – 2013-2016
· Procurement—4 Years  
· Team Engagement & Events—2013 - present
· Customer Service—6 Years  
· Supervisory—4 Years  
· Recruitment—4 Months 
· Working with subcontractors—4 years  
· Analytics—4 Years  


Company: Accenture Inc., Uptown 3, Bonifacio Global City, Taguig
Client Success Manager
Date: March 2021 - present
Responsibilities:
· Technical
· Financials
· Reporting & Documentations
· Service Offering Expansion
· Project/Initiatives
· Delivery
· Deliver on Time and In scope
· Collaborate with the Client to Establish a Strategic Vision
· Sell
· Interpersonal
· Effective Communication
· Trusted Advisor


Company: Accenture Inc., Uptown 3, Bonifacio Global City, Taguig
Messaging & Collaboration Management/Cloud Managed Services/Network Operations Center
Date: August 2018 – March 2021
Responsibilities:
· Incident Management: Triaged, troubleshoot, and resolved incident tickets as reported by users or as triggered by monitoring alerts.
· Request Management: Assessed and fulfilled service requests submitted by clients that are within the defined scope.
· Change Management: Managed the lifecycle of all additions, modifications or removals of anything that may pose an impact to production environments/services.
· Health Checks: Routine, scheduled checks of production environments example: quarterly; tasks based on/like PSR.
· Production Service Readiness: Transition Planning: Support; taking client environments/services from deployment to a production/managed state
Support: Windows Server, Exchange, Skype for Business, DPM, Azure Services, Office & Microsoft 365, Dynamics 365, SQL
· Adhoc Task: Knowledge Management Contributor, Change Documents Management Coordinator & Team Engagement Champion
                                                                                                                                                                 
Company: Accenture Inc., eBloc3 Geonzon St., AsiaTown, IT Park, Lahug, Cebu City

Office 365 Application Support
Date: June 2017 – July 2018
Office 365 Administration (Roles and licensing) Portal. Experienced in troubleshooting various issues of Office 365 cloud services. Experienced in troubleshooting various exchange scenarios. Troubleshoot Outlook client application and OWA, OneDrive & SharePoint. Have a knowledge of Active Directory Synchronization and Migration. 
Support: Office 365 Business & Enterprise

Company: Accenture Inc., Dalian City, Liaoning, China

Subject Matter Expert - SME
Date: July 2016 – August 2016
Tasks and Responsibilities: Mobilized a new project. Testing phase for the software to be used for the production.

Company: Accenture Inc., eBloc3 Geonzon St., AsiaTown, IT Park, Lahug, Cebu City

Operations Shift Supervisor 
Date: May 2015 – June 2017
Responsible for the Units Delivery. Ensuring that all agents on the shift meet delivery [KPI] per hour daily, CSAT, Quality, etc.
· Queue Management, Workforce & Availability Management
· Manage turn time and queue volumes across agents.
· Real time coordination between sites to check if we have reached the threshold for staffing. Send a timely notification to the client team afterwards.
· Ensuring proper discipline on floor.
· Adhere to the shift duty rosters.
· Maintain daily attendance for their respective shifts.
Incident Management
· Follow up on production & network issues and ensuring timely resolution.
· Coordinate shift handoffs to ensure smooth transition between teams driven to completion.
· Proper handling of severity cases that falls under the category of 1 and 2.
Training & Business Continuity 
· Follow BCM process for call tree and people accounting.
· Conducting different feedback sessions, including regular performance feedback, for the agents (One on Ones and Team Meetings) and keeping management informed about the same.
· Shared responsibility in handling VALOR and GUARD team.
· Dispatch Team Shift Supervisor: To foresee that all the sessions that are forwarded to the technician or Valor/Fulfillment team meet the qualifications.
· Escalation Team Supervisor: An escalation team which aims to reconnect all disconnected and escalated sessions.
Adhoc Tasks:
· Team Engagement (July 2013 - June 2, 2017)
To plan programs and events for the team to build a strong camaraderie and to break the norm.
· Procurement Management (2015—2017)
Purchasing awards and other items that the project needs. To coordinate with the 3rd party suppliers and make a best deal.
· Labor Validation POC (April 2017—June 2017)
To cross check the labor hours in all of the entries. 
· Change Management Coordinator (APR2016 - JUN2016)

Quality Assurance Lead
Date: August 2013 – May 2015
Lead QA initiatives on a rapidly evolving environment where quality assurance contributes to building the organization from the ground up. The QA lead is expected to be a teacher and a leader and becomes the point of QA reference for the rest of the team.
· Exposed with ISO Compliance & Audits.
· Supervision of all aspects of Quality Assurance – QA and Fulfillment.
· Ensuring Internal and External Quality metrics are being met by the QA agents (QA Audits, Ride-along, Coaching, GSOS, AIP).
· Report QA statistics (QA, GSOS, AIP and CSAT) to Site Lead and/ or Operations and maintains QA growth data over time.
· Regular Client interfacing for feedback and quality updates.
· Contact Client team for any clarification on both current and new processes.
· Provide quality-related updates communicated by the Client team to the QA and production team.
· Coaching, mentoring, and training the team (QA and Fulfillment).
· Conduct knowledge trainings for agents related to client handling and customer service.
· Delegation of workload and tasks to all QA Agents.
· Responsible for QA scheduling and shift assignments.
· Conduct weekly assessment for QA agents.
· Work closely with QA agents to address agents’ performance concerns (Internal and Formal AIP).
· Report CSAT and QA related risks that will impact performance/.
· Regular Review of Quality parameters and propose changes whenever necessary to Operations.
AdHoc Task:
· Team Engagement (July 2013 - June 2, 2017)
To plan programs and events for the team to build a strong camaraderie and to break the norm.

Work outside Accenture Inc.
Company: Stream Global Services
Cebu City
Internet Service Provider Technical Support & Customer Service
Date: March 2012-December 2012

Company: Aegis People Support
Cebu City
Email Marketing Technical Support & Sales Representative
Date: March 2012-December 2012








EDUCATION
Bachelor of Science in Information Technology
Central Philippine University
Jaro, Iloilo City 5000
June 2007-April 2011

Christian Life Certificate
Doane Baptist Seminary
Iloilo City 5000
June 2006-March 2007

Primary - Secondary
Philippine Normal University Center for Teaching and Learning
Cadiz City, Negros Occidental
June 1996-April 2006

REFERENCES
Mr. Raymond U . Gobui 
Former Senior Manager, Accenture Inc. 11/f, eBloc3, AsiaTown IT Park, Cebu City 
 
Mr. John Ralf I. German 
Operations Manager, Accenture Inc. 11/f, eBloc3, AsiaTown IT Park, Cebu City 
 
Ms. Ruth Fernandez 
Registrar, Central Philippines University  Jaro, Iloilo City  
 
*Numbers will be provided once requested.
*Numbers will be provided if requested
