
Mylene Deveza
Address: 169 Baranggay Ilayang Palina, Liliw Laguna
Contact #: 09165252760
Email Address: mdeve004@gmail.com 
______________________________________________________________________________
Objective: To be able to apply & enhance all the acquired knowledge & skills from my current field of work. 
______________________________________________________________________________
Personal Information
Birthplace: Manila
Status: Single
Citizenship: Filipino
Religion: Roman Catholic
______________________________________________________________________________
Education

College
	(Mother Regina Hospital the Mother Regina Medical Facilities)
	Caregiver (undergraduate)		2007
College
	Polytechnic University of the Philippines
	Bachelor in Tourism			2001-2005
Secondary
La Immaculada Concepcion School 	1997-2001

Elementary
La Immaculada Concepcion School 	1992-1997
______________________________________________________________________________
Work Experience
SITEL Philippines
	LG Mobile, Quality Analyst                    		 September 2021 – Present
            Bell Canada, Quality Analyst			 November2011 – June 2021

JOB DESCRIPTION:
· Listen, analyze and evaluate calls and chat transactions of agents based on the standards of clients.
· Daily CSAT surveys scrabbing.
· Immediate coaching provided to agents when needed.
· Sends weekly audit analysis, CSAT analysis and other reports to Operations.
· Join / facilitate internal & external calibration sessions.
· Actively join and facilitate internal call listening sessions for new hires and focused agents.
· Consistent partnership with the supervisors regarding employee performance through weekly touch point providing recommendations.
· Phone time activities as required in SOW.
· Perform other functions and tasks depending on business needs: 
· Workforce tasks: checking real-time agent status (break schedules, off-the-phone schedules, coaching session schedules, VTO requests), presents business reviews if OM will be out, SME during OCP/mentor, accepts escalation during the absence of the supervisor.
· Communicate directly with client partners once escalation follow-ups are needed.
· Attend business reviews (weekly, monthly, quarterly).

SITEL Philippines
	Bell Canada, Loyalty representative 			Dec 2008 – Nov 2011
JOB DESCRIPTION:
· Selling and upselling product for the customer.
· Retaining loyal customers to avoid cancelling their account.
· Providing outstanding customer satisfaction.
· Follow-up on customer inquiries not immediately resolved.
· Managing Personal statistics | KPI as an agent’s basic roles and responsibilities.

SITEL Philippines
	Bell Canada, Customer Service Representative		July 2007 – Dec 2008
JOB DESCRIPTION:
· Answer phones and respond to customer inquiries/request for their internet service.
· Selling and upselling product for the customer.
· Providing outstanding customer satisfaction.
· Follow-up on customer inquiries not immediately resolved.
· Managing Personal statistics | KPI as an agent’s basic roles and responsibilities.

Interphase Manpower Systems
	Recruitment Officer					Feb 2006 - Apr2007
JOB DESCRIPTION:
· Responsible for assisting applicants like nurses, engineer, teacher and IT professionals who are applying for a job going to Japan, USA and Angola. 
· Pre-screen applicants by checking applicants’ experience, age, and skills depending on the position they are applying for.
______________________________________________________________________________
Special Skills and Interests

Computer Literate MS Office (Word, Excel, PowerPoint)
Good Communication and Interpersonal Skills 
Self-motivated and able to learn quickly 
Research & Process Oriented 
Attended White Belt Lean Sigma training
Part of Sitel's engagement team

I hereby certify that the above given information are true and correct with the best of my knowledge and belief.

______________
  Mylene Deveza

