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PROFESSIONAL SUMMARY

Results-driven BPO professional with expertise in data analysis, performance monitoring, and process optimization. Proven ability to turn complex data into actionable insights that drive operational efficiency and informed decision-making. Experienced in implementing AI-powered automations to streamline processes, reduce manual workload, and improve overall business performance.



CORE SKILLS

· AI Automation
· N8n, Make, Zapier Workflow Automation
· Process Optimization
· Microsoft 365 / SharePoint
· Technical Troubleshooting
· Customer Support
· CRM Management
· AI Prompt Engineering
· API Integrations
· System Administration
· Business Process Automation
· Documentation & Reporting



CERTIFICATIONS

· Certified Microsoft Technology Associate
· Completed No Code Automation with Go High Level
· Completed No Code Automation with Zapier
· Completed No Code Automation with Make
· Completed No Code Automation with n8n







PROJECTS

Real-Time Adherence Monitoring Dashboard (Excel)

· Developed an Excel-based real-time adherence monitoring tool to streamline workforce management tracking.
· Designed formulas and structured data views to monitor agent status, break/lunch adherence, work assignments, and line adherence metrics.
· Reduced manual monitoring time from 8 minutes to 1 minute per review (87% time reduction) by consolidating multiple monitoring steps into a single dashboard.
· Improved operational efficiency by enabling faster real-time workforce monitoring and decision-making.

[bookmark: _q8khioc5072l]Line Adherence Weekly Projection Model (Excel)
· Built an Excel-based workforce planning model to improve weekly schedule projections and staffing alignment.
· Automated calculations for Full-Time Equivalent (FTE) capacity based on active agents, accounting for workforce changes such as RTWO, LOA, PTO, and attrition.
· Designed formulas to dynamically calculate line adherence percentages per interval, comparing active staffing vs. required headcount.
· Replaced a manual tracking process with a dynamic model that automatically updates projections when the active agent list changes.
· Improved workforce planning accuracy by providing weekly adherence projections for operational planning.

AI Automation Projects:
Project #1 – AI-Powered Knowledge Assessment Automation
This solution eliminates the need for manual quiz creation by fully automating the assessment process.
When a file is uploaded to a designated Google Drive folder, the system automatically generates a quiz based on the content and creates a corresponding Google Form. The quiz link is then instantly distributed to a specified Slack channel, allowing employees to access and complete it بسهولة.
Upon completion, employees receive immediate feedback with their scores, enabling faster learning validation and performance tracking.
Key Value:
· Saves time on manual quiz creation
· Ensures consistent knowledge evaluation
· Provides instant feedback for employees
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[bookmark: _rz3l6seryiqx]Project #2 – AI Bookkeeping & Expense Categorization Assistant
This workflow streamlines financial tracking by automating receipt processing and expense categorization.
When receipts are uploaded to a Google Drive folder, the system uses AI to extract key data such as Date, Vendor, Amount, Tax, Payment Method, and Description. It then intelligently categorizes each expense (e.g., meals, transportation, entertainment) and logs everything into a structured Google Sheet.
Key Value:
· Eliminates manual data entry
· Improves accuracy in financial records
· Enables real-time expense tracking and reporting
[bookmark: _h589zqxykmq9]Project #3 – AI Calorie & Macro Tracking Assistant
This system helps users manage their nutrition goals through automated tracking and personalized insights.
Users can set their fitness goals (e.g., weight loss, muscle gain), and the system calculates their daily calorie and macronutrient targets. As meals are logged, the workflow records them in Airtable and continuously tracks progress.
Users receive real-time updates on whether they are meeting their daily targets, helping them stay aligned with their goals.
Key Value:
· Personalized nutrition tracking
· Real-time progress monitoring
· Simplifies diet management
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[bookmark: _8y6yvgwbreid]Project #4 – AI Customer Support Automation with Smart Escalation
This AI-driven customer support system handles common inquiries efficiently while ensuring complex issues are properly escalated.
The agent can respond to questions related to product availability, variants (color/size), and order management (status updates, customer info changes). If the system detects issues such as damaged items, missing products, or return requests, it automatically escalates the case to a human support team.
Key Value:
· Reduces support workload
· Improves response time
· Ensures critical issues are handled by humans
[bookmark: _753sz0madx29]Project #5 – AI Social Media Content Generator
This workflow automates the creation of social media content using AI-powered media generation tools.
Once content in the database is marked as ready, the system automatically generates videos using AI (via Kie.ai), transforming stored ideas into engaging visual content without manual editing.
Key Value:
· Speeds up content production
· Reduces reliance on manual editing
· Enables scalable content creation

[bookmark: _d7e28khy8oww]Project #6 – Internal AI Helpdesk & Knowledge Base Bot
This internal support system empowers employees with instant access to company knowledge and processes.
Employees can ask questions about internal procedures (e.g., IT issues, ticket submission, benefits), and the AI responds based on a continuously updated knowledge base. When new files are added to a designated Google Drive folder, the system automatically ingests and updates the database.
Key Value:
· Reduces internal support requests
· Provides instant, accurate answers
· Keeps knowledge base automatically updated

PROFESSIONAL EXPERIENCE
Computer Technician
· Diagnosed, repaired, and maintained computer hardware, software, and network systems to ensure optimal system performance.
· Installed, configured, and upgraded operating systems and software applications across multiple devices.
· Provided technical troubleshooting and end-user support to resolve hardware, software, and connectivity issues.
· Performed system maintenance, updates, and security checks to improve reliability and performance.



Customer Service Representative
Resolved customer inquiries, complaints, and service issues while maintaining high customer satisfaction.
Provided accurate product and service information to customers through phone and digital support channels.
· Documented customer interactions and solutions to maintain accurate service records.
· Demonstrated strong problem-solving skills to identify issues and deliver timely resolutions.
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[bookmark: _9mkbbrr93xu]Floor Support
· Supported frontline agents by providing real-time guidance and assistance during live customer interactions.
· Trained and mentored new agents on processes, call handling techniques, and system navigation.
· Helped improve team performance by identifying knowledge gaps and providing additional coaching resources.
· Collaborated with supervisors to ensure service quality and operational efficiency.

[bookmark: _n9yrnxumvi90]Real-Time Analyst (Workforce Management)
· Monitored real-time queue performance, call volumes, and agent adherence to ensure service level targets were met.
· Analyzed workforce data to identify staffing gaps and implemented real-time schedule adjustments.
· Communicated operational updates with management and operations teams to maintain productivity.
· Utilized workforce management tools to track performance metrics and optimize staffing coverage.

[bookmark: _gx909n99zuoe]Scheduling Specialist (Workforce Management)
· Developed weekly workforce schedules aligned with client requirements, forecasted demand, and operational targets.
· Generated reports on attendance, adherence, capacity planning, and workforce utilization.
· Analyzed workforce trends to provide staffing recommendations and improve scheduling efficiency.
· Collaborated with real-time analysts and operations leaders to ensure schedule alignment with service level goals.


EDUCATION
Bachelor of Science in Information Technology
Southern Christian College — 2017
