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HIGHLIGHTS OF QUALIFICATION:

· Extensive BPO knowledge and experience acquired for being in the industry for over 16 years
· Effective in an individual or a team member role. 
· Highly organized with great attention to details and follow through.
· Focused and self-driven.
· Professional and has strong and solid work ethics. 
· [bookmark: _GoBack]Flexible, eager and can easily learn new skill
· Computer skills: MS Office 


RELEVANT WORK EXPERIENCE:

July 2018 – present – Quality Supervisor, Convergys/Concentrix , IT Park Lahug Cebu City

Below are some of my responsibilities:

· Report results of evaluations to appropriate Quality/Operations stakeholder. 
· Achieve departmental productivity goals.
· Participate in performance improving task forces with account management and clients.
· Conduct internal quality audits to ensure everyone in the quality team is calibrated and compliant. 
· Demonstrate mastery and comprehension of client's quality standards.
· Supervision of work group, including work assignment and attendance monitoring; providing input into selecting, training, developing, and completing performance appraisal of work group(s) in accordance with the organization’s policies and applicable legal requirements
· Maintain accurate metrics of direct reports individual performance as well as overall team level performance
· Manage resources across the assigned portfolio (personnel schedules, varying account needs)
· Evaluate levels of process and staff effectiveness and works with Business stakeholders to create and collaborate on execution of improvement action plans
· Develop strong working relationships with key Business stakeholders, internal and external
· Oversee audits of key support processes within each account and recommends changes
· Administration of applicable certification and training processes up to and including internal and client requirements
· Ensure consistent application of the quality process/system across assigned portfolio
· Ensure effective facilitation and coordination of calibration sessions; attend calibration or monitoring sessions as appropriate
· Facilitate remote call sessions as needed.
· Lead quality task forces / action plans with Business stakeholders (Quality Leadership, Operations, Client, Account Management, and Resource Unit partners). 
· Conducts analysis on quality performance and be responsible to identify trends, determine root cause, present findings both internally and externally and lead corrective action plans 



OTHER WORK EXPERIENCE:

March 2008 – June 2018 - Quality Evaluator, Convergys Philippines, IT Park Lahug Cebu City


March 17, 2005- March 2008	Customer Service Representative Tier 2, Convergys Philippines
				Arcenas, Banawa Cebu City 
				

November 2003- December 2004 Technical Research Assistant, ER&B Associates	, Lahug, Cebu City


August 2002-May 2003		Project Officer, Taytay Sa Kauswagan Incorporated
				Tacloban City, Leyte


ELIGIBILITY			Agriculturists Board Exam Passer
				Registration No. 0000184
				Registration Date: December 15, 2003



EDUCATIONAL BACKGROUND:

Post Graduate 	2010-2011		Professional Education, Cebu Normal University
					Cebu City, 6000

Tertiary		June '98-April '02	Bachelor of Agriculture major in Agricultural Economics
					Visayas State University, Baybay City Leyte

Secondary	June '94-March '98	Samar State University, Catbalogan Western Samar 

Elementary	March 1998		Catbalogan IV Elementary School
					Catbalogan Western Samar






REFERENCES:

Junard Roa
Transaction Monitoring Supervisor, Convergys
10F TGU Bldg, IT Park Lahug Cebu City 

John Rey Santillan
Transaction Monitoring Manager, Convergys Philippines
TGU Bldg, IT Park, Lahug Cebu City

Maxx Jubay
Transaction Monitoring Manager, Convergys Philippines
TGU Bldg., IT Park, Lahug Cebu City












