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	Standard Security Enterprise                                                                  04/2008 to present
Operations Manager

Financial Agency offering Auto Loans and Cash Loans to local consumers in the Philippines
                  

	Intelligence To Communicate                                                                11/2006 to 02/2008
Microcenter: 80 seats 
General Manager/Operations Manager
Campaigns handled: Discover Credit Card, Chase Credit Card, E-Club USA, Ameri-Value Plan, Global Yellow Pages, Jumpage Solutions, Triple Read, Cheaptrips, MotionTel, Horizon Electricity, Cambridge Auto Club, Cambridge Card Line
Total workforce handled: 80 to 100 
· Overseeing of the center’s marketing and sales functions up to the day-to-day operations.

· Develops, motivates and leads in order to build a cohesive and effective operations team.
· Directs and coordinates the implementation of center and departmental plans; monitors and reviews periodically the performance of the various operating departments regarding their respective plans.
· Discusses with their respective managers various approaches to enhance operational effectiveness and efficiency and to achieve targets set out in the departmental plans.

· Reports periodically on company operations to the Chief of Operations.

· Reports and submits to the Chief of Operations for approval the proposed annual capital, operating, cash and manpower budgets of the company.

· Reviews and approves the call center business and public relation undertakings and other external center affairs that require executive action or decision.
· Signs important documents binding or affecting the interest of the company, it’s officers, employees, properties or resources.
· Reviews and approves manpower requisitions, retirements, appointments, and other personnel actions of key officers and staffs.
· Oversees the management and administration of company assets and resources and the attainment of center goals and objectives.




	The Resource Group                                                                                  4/2006 – 10/2006
Assistant Operations Manager
Campaigns handled: Orange Telecom, VOIP
Total workforce handled: 35 to 40 agents

· Responsible for the overall performance of the program or campaign
· Responsible for supervising 4 supervisors and their respective reps

· Motivate and coach supervisors daily through group meetings, one on one coaching sessions and proposed games and incentives for the team
· Monitoring of telesales staff through recordings and silent monitoring and provide feedback and co-create action plans with Supervisors for continuous improvement of Reps

· Achieve daily goals and maintain a maximum level of performance per project

· Assist in the development of Supervisors and Reps through staff observation, coaching, feedback, monitoring on a daily and weekly basis

· Recommend and discuss potential training needs for staff
· Coordinate with different departments for the project or campaign needs
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Ellick Corporation, Muntinlupa City

American start up outbound call center with 40 seats.

Shift Manager/Vendor Manager
Campaigns handled: One Mobile Village(Vodaphone, Orange, 3g), Mobile Solutions, Energy Telecom, Digital Video Vision, SBC, Pharmaceutical Campaign, Home Mortgage Financial, Medcare Membership.
Total workforce handled: 40 to 50 
10/2005 to 4/2006
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•

 
In charge of day to day operation of the shift across campaigns.  Accountability covers five areas:

1. Production. Ensures daily sales quotas are met.

2. Quality Assurance.  Ensures QA functions enforced on the floor.  

3. Reports. Ensures all reports are sent to the client on a daily basis.

4. Client Services. Deals directly with the clients and ensure all information needed is communicated to the client. 

5. Training. Ensures training specifics are complete and training methods are effective.

•  
Sets goal and monitor such towards achievement.
•  
Prepares development plans for team leaders and agents.
•  
Creates environment that inspires the agents to achieve their best.
•  
Accomplishes supervisory structure and shift plan to ensure that quality guidelines are met and maximum results achieved.

•  
Identifies the root causes in problems encountered and sets into motion appropriate problem-solving processes 

•  
Supervises team leaders and agents to meet campaign targets at the same time motivating them
•  
Directs team leaders in managing their respective teams to fully oversee all the different aspects of a work shift.  This includes training (refresher and initial) and implementing a weekly game plan focused on the development of all agents.

•  
Coaches team leaders towards achieving continuous improvement in their daily performance metrics.

•  
Prepares billing for clients.

•  
Prepares Action Plans for development in all aspects.
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Epixtar Philippines IT Enabled Services, Inc, Quezon City

American IT-enabled business process outsourcing company with 1,500 seats.

Team Leader 

Campaigns: Krane, ABI Marketing, 3G, CompuCredit Outbound, YAK Inbound, YAK Outbound, CompuCredit Inbound 

Workforce handled: 10 to 15 agents

7/2004-10/2005
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•  
Administered campaign objectives and company work standards consistently with every individual in the team.
•  
Responsible for monitoring the daily activities of the team and the results of those activities

•

Responsible for evaluating daily performance to reinforce desired results and to create improvement of plans, as necessary to address performance deficiencies.

•  
Ensured daily, weekly and monthly objectives are met.

• 
Motivated and developed agents call handling skills.
• 
Ensured Quality standards are met through strict monitoring and enforcement.
•  
Facilitated team’s efficiency and productivity. 
•  
Communicated to the team all campaign updates and company policies. 
•  
Mentored agents to improve their selling skills.
•  
Fostered enthusiasm and energy for the team.
•  
Fostered cooperation among team members.

•  
Made weekly and daily plans to achieve daily goals.
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Epixtar Philippines IT Enabled Services, Inc., Quezon City
American IT-enabled business process outsourcing company with 1,500 seats.
Sales Executive
Campaign dialed:  Krane
4/2004-7/2004
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•  
Member of team that outsold all other sales teams; responsible for at least 30 % of all validated sales made by the team on a consistent basis.
•  
Was a Consistent Topseller for two consecutive months.
•
Helped create production floor energy.
• 
Supported team leader’s decisions and action plans.
•  
Adhered to company policies and procedures.
Education
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University of the Philippines, Manila 
Bachelor of Arts – Philippine Arts (Arts Management) 

2000 to 2004

Polytechnic University of the Philippines, Taguig

Bachelor of Science – Education Major in Math 

1999 to 2000 
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Southernside Montessori School, Muntinlupa City 
Secondary Education 

1995 to 1999

Training

• 
Call Center Conference
Principles of Shift Management
•  
Strong Foundation Management Training
•  
Team Leader Training
•  
Motivation Marvels

•  
Sales Effectiveness Training
Career Objective 
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To engage in a challenging position that provides opportunities to exercise my management skills; to utilize and acquire knowledge in various fields and eventually to advance in the organization while making substantial contribution to its growth and development. 
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•  
Marc Oliver Calumba
Director of Operations

Link Solutions BPO

marc.calumba@linkbpo.com
+639175587363
•  
Robyn Vasquez
Operations Director
Revenue Edge

robyn.vasquez@gmail.com
+639175376296
•  
Ramonino Cuneta
Quality Assurance Manager

Amberbase Solutions
ninocuneta@amberbase.com
+639166216626
•  



