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Professional Summary

Dynamic and results-driven Customer Service & Operations Manager with over 15 years of experience in customer
support, client services, and process improvement. Adept at team leadership, policy development, and training,
with a strong background in Lean Six Sigma, systems thinking, and Agile methodologies to drive operational
efficiency and customer satisfaction.

Professional Experience

Customer Service Manager

|
January 2022 — March 2025 | Mandaluyong City

e Developed and implemented customer service policies, resulting in increased operational efficiency and
cost savings.

e Managed an omnichannel customer service department, improving response time and customer
experience.

e Mentored team leaders and associates, fostering career growth and promotions within the team.

* Led workforce planning and manpower allocation, ensuring seamless business operations.

e Designed process documentation and workflows, leading to streamlined processes and improved Net
Promoter Score (NPS).

e Conducted company-wide training programs, enhancing cross-functional collaboration and knowledge
sharing.

Key Achievements:

v Piloted the EasyPC Laptop Specialist Team, leading to a significant increase in laptop sales in 2023.

v Spearheaded the brand value proposition enhancement for the company's warranty service, increasing
customer trust and satisfaction.

Vv Invited as a Service Quality Standards Consultant by the Development Academy of the Philippines in 2024,

Client Services Specialist

]
November 2019 — December 2021 | Ortigas, Pasig City

e Managed escalated client concerns and ensured timely resolution.
e Assisted in account amendments, event registrations, and billing issues.



e Provided complex troubleshooting for various Platts platforms.

Key Achievements:
v/ Recognized as a 2X ACE Bronze Award Nominee (2018).

Other Roles:

e Senior Associate, Client Services, | I2017-2019)
e Crest Settlements Associatelllllll (2015-2017)

e GSE, London International Settlements, JJl2014-2015)
e Customer Advisorj2010-2014)

e Inbound Sales Representative, | I 003-2009)

Certifications & Training

e Lean Six Sigma Yellow Belt — [IIIENEGEEEEEEEEEEEEE (/12 rch 2025)
e Project Management 101 — ' 2rch 2025)

e Systems Thinking — NG (October 2024)
e PDCA Fundamentals Certification — TR Training (August 2024)

e  Scrum (Agile Methodology) I (V2y 2022)
e Train the Trainer — Advanced Learning Programs (April 2023)

e Career Boost with Power Bl I ovember 2024)

Technical Skills & Tools

e CRM Systems: Salesforce, Oracle, Workday
e Data & Process Tools: Power BI, Platts Pricing Platforms
e Communication Tools: MS Outlook, Lotus Notes

Education

I 65 in Commerce (Financial Accounting) — Undergraduate (2nd Year)

Professional Affiliations & Recognitions

e Consultant, Development Academy of the Philippines (Service Quality Standards) — 2024
¢ S&P Global Mentoring Program Graduate — 2018
e Recognized for improving customer service processes and increasing brand trust in warranty services

References available upon request.



