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	Personal Particulars

	Age
	:
	48 years 1 month(s)
	Date of Birth
	:
	14 May 1960

	Nationality
	:
	United States
	Gender
	:
	Male

	Marital Status
	:
	Married
	 

	Permanent Residence
	:
	Philippines
	

	  

	Educational Background

	Highest Education 

	Level
	:
	Professional License (Passed Board/Bar/Professional License Exam)
	CGPA
	:
	95/100

	Field of Study
	:
	Mass Communications
	

	Major
	:
	Speech Communications

	Institute / University
	:
	Ohio University

	Located In
	:
	United States
	Graduation Date
	:
	Jun  1982

	 

	Certification
	Year Obtained

	Licensed Real Estate Agent (Georgia)
	1990

	 
	
	

	Employment History

	1. 

Company Name
:

Management/Consultant- Various Manila Call Center

Position Title
:

Director of Operations

Position Level
:

CEO/SVP/AVP/VP/Director

Specialization
:

Corporate Strategy/Top Management

Industry
:

Call Center / IT-Enabled Services / BPO

Date Joined
  :

Sep 2001

Date Left
:

- 

Work Description
:

Operations Management 

Operations Manager with 100+ direct reports for a B2B Contact Center/BPO solutions company. Responsible for all areas of operations, including but not limited to: Customer Service, Telesales, Collections, Exceeding revenue targets for week/month/quarter/year, P/L, Hiring/Firing, Training/Recruitment, QA monitoring, coaching, lead distribution, sale verification, and reporting directly to the CEO and Stakeholders. 

Recruitment

Project work with MSN CS/TS, Microsoft Business Solutions, Vonage, Verizon Business, and X Box in conducting pre-employment Soft Skills/English fluency screening for recruitment of front line personnel and managers (agents, team leads, quality assurance personnel, supervisors and account managers).

Screening/Metric Development

Developed and conducted pre-employment English Fluency/Soft Skills screening procedures and metrics for recruitment of front line personnel and management . Coordinated with HR Directors, Managers, Supervisors, and Officers for implementation and calibration of screening procedures.

Training Program/Module Development

Conducted Training Needs Analysis to determine intervention needed for improvement of specific, measurable KPIs for individual accounts and HR Training/Developement Departments. Developed training/coaching programs/modules (geared for new-hires and for existing personnel already on the floor) for English Fluency, American Accent, U.S. Culture and Geography, Business/Email Writing, Motivational Development, Thought Organization, Inbound Customer Service Skills, and Outbound Telesales and Collections Training for use in call centers and other industries. 

Training/Coaching Facilitation

Facilitated the training of the above programs/modules for groups ranging in number from 15-80 people. Also did 1-on-1 coaching with frontline personnel to improve performance of individual and team.

QA/Ops

In charge of insuring the high quality of English communication and core skills of all personnel through monitoring and assessing calls and email. Developed QA metrics geared to specific, measurable KPIs directly influencing performance. Coordinated with QA and Operations personnel: team leads, account managers, and all account stakeholders. 

Reporting directly to call center country managers and principle account stakeholders.

 


	Additional Info

	Citizenship: American -has permanent Philippine Visa/ACR, and valid TIN/SSS

Goal: To obtain a suitable position with a stable company that will utilize my experience and abilities. 

Additional Work History: 
April 2003-Present
Marketing Consultant Amvel Land Devlpmt.Corp. (Real Estate Development)
(Paranaque, Philippines)
Assisted in developing and implementing a business plan for a real estate company to deal exclusively with marketing The Amvel Mansions. Built a sales network of 200+ agents and 26 Branch Managers, conducted product knowledge and general sales training seminars, developed reports and procedures to track sales and generate income. 

June 2002-March 2003
Operations Manager/Consultant Global Contents Integration, Inc. (Online English Training)
(Mandaluyong, Philippines)
Assisted in the start-up of a new company, including development and implementation of policies, procedures, and business planning. Duties include all aspects of managing 30-50 employees of a call center: including hiring/firing, training, monitoring, evaluation, and generating income. 

January 2002-March 2003
Business Owner Athens Trading Co. 
(Athens, Ga., USA)
Started, developed, and operated a small finance company as owner of the business. (Recently Sold) 

January 1995-May 2000
Manager Gateway Jewelry and Pawn 
(Athens, Ga. USA)
Duties were to manage all aspects of a finance/retail operation: including P&L, hiring/firing, training, payroll, and supervision of 4-5 employees.

May 1990-January 1995
Real Estate Agent McWaters Realty 
(Athens, Ga., USA)
Duties were (as fully licensed agent) to sell real estate and make sure all contracts and financing were done properly. Most productive year, sold 30 homes for over US$2.5Million in gross sales.



Education: Attended Ohio University (Athens, Ohio, USA) 1978-1982. 
Major: Communications (Speech emphasis), Minor: Political Science. 

	


	Desired Salary:
Php100K/mo. Base plus Php35K  Allowance



