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EDucational background
Datamex Institute of Computer Technology (Sucat Branch)
2-Year Vocational Course Graduate in Computer Secretarial Yr. 2011
Job experiences 
Resurrection of Our Lord Parish Church (2011)
Phase 1, BF Homes Parañaque City

Columbarium Clerk 
· Schedules and supervises in performing cemetery crew, interment, columbarium payments, maintenance and other related amenities.
· Also processed legal documents from municipality to having legal documents notarized.

Alorica (MJ Plaza 2016-2019)
2310 Chino Roces Ave. Extension, Makati City

Seasonal Representative (September 2016 – January 2017)
· Cross trained to a lot of line of business in the account (catering calls, chat and emails from US, UK and Canada.
· Pulled out as support/floor walker on AHOD or new when there’s new hires

Final Interviewer / HR Back Up Work Group (Every peak season from 2017-2019)
· Was involved in recruiting, hiring and training new employees.
· Also involve with processing taleo and other new hire documents to file up.

Acting Team Manager (October 2018 – Aug 2019)
· Typical task includes handling teams, monitoring daily metrics, sending reports, and monitoring agents real time to secure service level and to achieve their maximum potential deliveries by giving them real time assistance.
· Doing one on one coaching on with the agents on how to improve their performance to be more efficient on delivering best resolution that will work for both the company and for the customer.

Amazon MNL12 In-House
Three E-com Building, MOA Complex, Pasay City

Shipping and Delivery Support (SDS) Representative
 (September 2019 – September 2020)
· Assisting customers in tracking, replacing and refunding packages that might have been lost or damage in transit or upon delivery.
· Also assisting drivers checking-in, assigning packages, locating delivery addresses and other important delivery content.
Subject Matter Expert (October 2020 – February 2021)
· Giving support, auditing calls and coaching new hired SDS representative virtually as the first batch I handled was from India and assisted representative here in the Philippines for the second and third batch.
· Make sure to send updated policies and references that they could use on their calls.

Shipping and Delivery Support Escalation (January 2021 –April 2021)
· Taking escalations call if customer was unsatisfied with the protocol we need to follow. Making sure that we already sorted out possible resolutions and help we could offer to give customer 100% customer satisfaction.
· Communicating with our facility employee directly across the country to check certain packages if we could still have it shipped out to be delivered the same day.

Entain 
Double Dragon West Bldg. Pasay City

Customer Support Advisor (June 2021- March 9, 2024)

· Taking calls to cater our online gamblers from different states in the US with regards to their bonuses, promotions, winnings and technical issues. This is for casino, poker and sports betting.
· Also being pulled out to assist new hires on their nesting to provide real time assistance while they are taking contacts.

Zenni Optical 
Frabelle Corporate Plaza, 129 Tordesillas, Salcedo, Makati,Metro Manila

Customer Service Advocate  (April  2024 – October 2024)

· Handle customer inquiries via calls, chats, and emails from shoppers worldwide, providing expert assistance regarding our lens products.
· Guide customers through the lens customization process, including how to correctly enter their prescription details on the order page.
· Assist with prescription conversions, such as translating progressive or bifocal prescriptions into single-vision formats for either reading or distance use.
· Clearly explain ongoing promotions, including applicable terms and conditions, to help customers make informed purchasing decisions.
· Set accurate delivery expectations by providing detailed information on shipping timelines and estimated order arrival dates.

[bookmark: _GoBack]CSA Specialty Team / Tier 2/ Escalations  (October  2024 – June 2025)

· Providing Tier 1 assistance for possible exceptions, such as granting return extensions beyond standard policy, waiving delivery fees for delayed orders, and manually applying discounts in cases of system errors. 
· Gathering and verifying information for filing tax-exempt accounts.
·  Reviewing all extended warranty claims to determine approval, cancellation, or denial.
·  Handling escalation contacts across all communication channels to ensure timely and effective resolution.
· Initiating Service Recovery for DSAT Customers. Proactively reach out to customers who provided a DSAT rating to understand the root cause of their dissatisfaction. Focus on identifying the customer's main concern and pinpointing where the interaction may have fallen short from the advocate’s end. Use this insight to empathize, address the issue effectively, and attempt recovery by engaging in a meaningful conversation aimed at restoring trust and satisfaction.
· Delivering constructive feedback to advocates' direct supervisors based on DSAT (Dissatisfaction) reviews, highlighting potential coaching opportunities to support advocate performance improvement and enhance customer interactions.
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