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KATHERINE KATE M. GARCIA
Block 41 Lot 19 La Aldea Del Mar Pueblo De Oro, Babag, Lapu-Lapu City, Cebu, Philippines
09224825331/katherine.garcia@teletech.com

Objective:
To get a hold of a company that will benefit my skills as a Senior Workforce Planning analyst.

Qualifications:
· A graduate of Bachelor of Science in Business Administration major in Marketing.
· Has an experience with forecasting methodologies and eWFM.
· Has a 7+ years of work experience in Workforce Management under planning, scheduling, and real time.
· Provides long and / or short-term capacity planning.
· Has an expertise in gathering, analyzing, and modeling data.
· Maintains and develops staffing plans for the program supported.

Work Experiences:	

Teletech - Senior WFM Planning Analyst (February 2021 – present)

· Ensuring that strategic goals are met through forecast modeling, capacity planning, collaboration, and effective communication, while ensuring forecast alignment with strategic goals.
· Provide long term productivity and capacity forecasts and providing leadership with risk mitigation plans.
· Act as a support tool for the leaders assisting with and providing guidance on performance impact analysis and operational planning.
· Responsible for budget preparation/input and reporting assignments.


Teletech - WFM Planning Analyst (October 16, 2018 – February 2021)
· Forecasts monthly, weekly, daily and interval level call activity based on historical trends and key business drivers to determine staffing needs to achieve performance metrics.
· Uses historical call data, interval arrival patterns, average handle times, and other data as necessary to develop forecasts, staffing plans that will ensure KPIs will be met.
· Develop and maintain long / short term capacity plans to help ensure KPIs and turnaround time goals are consistently met.
· Analyze, maintain, and review information related to forecasting accuracy, efficiency recommendations, operational risks and opportunities, and forecast updates/ trending.
· Communicate analysis and recommendations with operational leadership and other key stakeholders.

Teletech - Senior Specialist – WFM Planning (October 1, 2016 – October 15, 2018)
· Supports the organization by managing and coordinating program schedules that support meeting our customer’s goals and expectations.
· Understands overall requirements and generate schedules capable of tracking all these activities.
· Responsible for analyzing schedules at least weekly to ensure program requirements are being met.
· Conduct shift bids every quarter to balance off staffing.

	Teletech - Workforce Real Time Specialist (March 16, 2015 – September 30, 2016)
·  Monitor the performance of assigned workgroups and take actions when goals are in jeopardy of not being met. 
· Make recommendations based on historical, current and/or projected information to adjust staffing levels as needed to meet service metrics. 
·  Partner with Operations and Workforce Management to execute staff management strategies as needed. 
· Collaborate with Operations and Workforce Management to ensure that CSRs are assigned to the appropriate ACD skill assignments. 
· Take action when staffing inefficiencies are observed.  This includes, but is not limited too, Schedule Adherence issues, Call Work time, Not Ready time, Unavailable time, Hold times, Forecast vs Actual NCO variance and Forecast vs Actual AHT variance. 
· Produce reports/analysis as needed to manage the contact center. 
·  Enter CSR off-line segments as needed into the Workforce Management software (eWFM). 

Trainings Attended:
· GWFM 1 Core Training
· GWFM 2 Training for Scheduling
· BUILD Program for Planning Analyst

Awards/Recognition:
· Significant Contributor for the year of 2022
· Diamond Club award for being the top performer for 2022


Character References:

Marjorie Barbosa – Senior Manager - Workforce Management
		Teletech Customer Care Management Phil., Inc.
		09228639471

Benjamin Mayoral Jr. - Manager – Workforce Management
		Teletech Customer Care Management Phil., Inc.
		09167852908

Zhiela Vasquez Hipolito
		Manager – Workforce Management
		Teletech Customer Care Management Phil., Inc.
		091558524517
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