LEONIZA C. JABEL
Current Address: 48 F. Rallos Sreet, Suba Poblacion, Pasil, Cebu City 6000
M: +639352715250
E: leonizajabel@yahoo.com

Career Summary: 
Had more than 7 years' work experience in the field of sales and customer service. Been very optimistic and goal oriented for the past job experiences I had. A good company for both Superior and subordinates in and outside the company promises. Achiever for the 3 companies with promotions offered from direct superior. Very recommendable to handle new role because of the integrity and loyalty shown in every task assigned to me.

EDUCATIONAL ATTAINMENT:
Cebu Technological University
Bitoon, Dumanjug, Cebu Philippines 6035
Graduate of Associate in Industrial Technology major in Computer Technology
S.Y 2010 – 2012

WORK EXPERIENCE:

Wipro Limited Philippines Inc. 
Gagfa Tower, F. Cabahug Sreet, Cebu City 6000
Quality Assurance Analyst
October 2019 - Present

Work Summary:
I used to handle one of the biggest Retail Account in the US. I was an agent for 9 months and became a probationary Quality Analyst afterwards. I used to handle customers who are calling to make an online order, process a payment, track an existing order and even file a claim for lost, damaged and stolen packages. After 1 year and 6 months with Retail Account, I applied and was transferred to a Healthcare and Insurance account as regular Quality Assurance Analyst. I created 10 audits per agent per month with maximum of 28 – 40 agents per month. We handled weekly team huddle, discussed process updates, running team scores and top QA variance for the month. We sometimes help the operations when needed by helping them take calls during open enrollment period.

Achievements:
· Top NPS Performer for Q3 with L0 contribution
· Had several kudos call from customers with satisfactory call handling
· Had a good attendance standing with zero Unauthorized Absences
· Became part of Best Buy Quality Team for a probationary period of 3 months during holiday season
· Top QA performer for 3 consecutive months
· Had the highest number of surveys for the month of March with positive feedback from the customer with call handling
· Hired as regular Quality Assurance Analyst with one of the biggest Health Insurance in the US
· Completed and exceeded the expectations for the number of audits assigned to me while doing the weekly team huddle and coaching at the same time when needed
· Became eligible to apply for a Lead Role, passed the exam, assessment and was certified to apply for a supervisory or managerial position. 

Happy Au Pair BV.
Soesterberg Netherlands
Au Pair / Cultural Exchange
September 2018 - September 2019

Summary:
I joined cultural exchange in Holland. I live with a family of 4. Mabel, 41 years old the mother of 3kids, boys Maurits at 9 years old, Lucas at 3 years old and only girl Olivia at 2 years old. I joined traditional Dutch cultural celebrations like Birthdays, Sinterklaas and other occasions. Aside from that I also joined Happy Au Pair organized cultural events inside and outside Holland. Travelled 5 European Countries during my 1yr stay in Europe. 

Teleperformance FHCS Phils Inc.
Cebu IT Park Lahug, Cebu City Philippines 6000
Supervisor, Operations
February 2014 - September 2018

Work Summary:
Handled Telco account related to billing and minor changes. We are primarily assisting Business Consumers who are calling for billing inquiry, plan changes, reconnection and process billing adjustments. I handled new and tenured agents with different ages and job experiences. Conducted / discussed any product / process update and observed training class discussions and QA calibration. Does one on one coaching with agents. Analyzed per agent and team scores using SMART coaching and 5 WHY’s root cause analysis. Create Service level and AHT report with factors affecting failed intervals and high AHT. Report weekly, monthly and quarterly scores and provide action plans. Responsible in submitting operation’s process improvement plan, recommendation and action plans.

Achievements:
· Was able to manage newly hired and core direct report of 15 - 18 agents (maximum of 23)- Attained client set goals, efficiency targets and overall team performance
· Performed consistent and effective coaching and addressed performance gap- Analyzed agents' performance and developed action plans to bridge the gaps
· Conducted regular performance management to improve challenge members of the team- Answering client escalated calls and addressed the issue on a timely manner
· Received performance awards both monthly and quarterly with an average exceeding the target score
· Finished and passed all the training required for supervisory level
· Received not just once but multiple times positive feedback from my direct report’s customer for supervising my people diligently because their concern was resolved on a timely manner
· Won 2 performance-based bonus for leading the Top Team with an average score exceeding the target while handling newly hired agents


Rainbow Pacific a Division of Lake Ann Enterprises Inc.
Gorordo Ave., Camputhaw Cebu City Philippines 6000
Telemarketing - Recruitment StaffJuly 2012 - July 2013

Achievements:
· Received verbal appreciation from the branch managers and staff for being so energetic very welcoming to guest
· Performed required service, call related to client orders and resolved any client issues in timely manner with positive feedback coming from clients
· Initiated marketing plan to get more clients and appointments by doing phone calls, sending out MS blast, do knock-in house to house, giving out fliers and offering free sample test of our product to projected clients
· Met appointment targeted plan on time and created action plan ahead of time to exceed the target from the current month
· Qualified to sales performance-based bonus last October 2012 with free 3 days and 2-night accommodation in Camiguin Island Philippines 

TRAININGS ATTENDED:
· Client Specific Training (Telco – Business Account)
· Peer Training Program
· Teleperformance Operational Processes & Standards
· New Supervisor's Foundation Training
· Workforce Reporting
· Quality Assurance Certification


SKILLS:
· Flexibility with respect to long and variable hours of work
· Can perform job with less supervision
· Patient in handling difficult / irate customers
· Fast learner and hardworking
· Multi-tasker
· Ability to work under pressure
· Basic Microsoft Office, Excel and PowerPoint application


If you have questions, please feel free to contact me through the following contact details provided upper left portion of this resume.

Thank you,
Leoniza Jabel

