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[image: image1.wmf]   PROFESSIONAL BACKGROUND AND ACCOMPLISHMENTS
Senior Instructor Analyst





June 2015 – Present
Accenture Inc

· Facilitates New Hire Communications training, enhancement, and up-training

· Updates process documentation and training curriculum

· Conducts side-by-side monitoring, call evaluation, and call listening

· Conduct weekly coaching and feedback for the bottom and average performers

· Attends monthly cross center call calibration with Operations and Support to ensure calls are in line with the process and live up to the standard to provide the best customer experience

· Conducts Training Need Analysis (TNA)

· Conducts Language Proficiency Assessments for external and internal resources

Client Specific Training Specialist




May 2013 – January 2014
Leadamorphosis
· Facilitates New Hire training, enhancement and up-training

· Updates process documentation and training curriculum
· Conducts side by side monitoring, call evaluation and call listening with coaching and feedback
· Attends monthly call calibration with the Quality team to ensure Quality calls in line with the process. 

· Conducts Training Need Analysis and Root Cause Analysis 
Recruitment Consultant





January 2013 – May 2013
Right Consulting (project based - ODesk)
· Fulltime freelance recruiter for IT Vertical
· End-to-end recruitment for assigned clients to close key roles for the Middle East clients
· Coordinates with the Senior Consultant Manager for interview schedule and other admin tasks 
Virtual Assistant and Article Writer




February 2014 – October 2014
Urbandollar (project based - ODesk)
· Data entry and article writing of the client’s social media accounts
· Posting promotional offers in Facebook, Google+ and Twitter
Lead Process Trainer 






November 2010 – May 2012
IBM-Global Process Services
· Conducts process training for the newly hired employees endorsed for the account
· Reviews process documentation, and refresher trainings and one to one evaluation
Customer Care Specialist




       
 September 2009 – November 2010
IBM-Global Process Services
·  Creates a new service calls for the customer and field technicians in the field.

· Assigns logged service calls to be dispatched to the field technicians to handle and assist customers
Travel Consultant 






April 2009 – July 2009
Adson Express Cargo and Travel Services

· Book and issue PAL tickets and assist customers with travel itineraries and documentation
· Computes the surcharges of the cargoes or packages 
ESL Teacher







June 2008 – August 2008
English Academy for Global Learning and Excellence

· Teaches elementary and middle school Korean students who wanted to learn English as their second language
Assistant Secretary 






March 2005 – May 2005
Altese Cargo Services
· Computes the service charges for each cargo to be transported to the airport, checks cargoes and its packages, 

· Filling paper works and tabulating all received cargo products
