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Adrian Bejo Castilla

	Permanent Address:  Phase 4 – 9 Corinthians St. Jordan Plaines Subdivision 
                                        Novaliches, Quezon City Philippines 1117

	Summary

Areas of Expertise


	With 10 years of experience as a Technical Consultant, 6 years experience in the Academe and 6 years experience in the BPO industry. My ability to direct complex projects from concept to fully operational status and manage a team to effectively and efficiently reaching their objectives. Result and Goal-oriented individual with strong leadership capabilities.

Project Management, Process Improvement, Coaching and Facilitation, Technical Support (Voice and Remote Desktop Support), Operational and Market Analysis, Training (Adult Learning and Training Facilitation)


	Education
	Masters in Business Administration Major in Financial Management 2004

National College of Business Administration (12 Units earned)
College - BS Computer Engineering 1997
Alejandro Colleges, Quezon City City
College – AB Political Science 1988 -1989 

University of Santo Thomas, Manila

	Relevant Experience & Accomplishments

	
	Program Coordination

· Implemented various initiatives to strengthen community/business relationships.

· Created Training/Certification/Coaching programs to maximize success and profit.

· Designed service development plans and conducted operation assessments.

· Counseled staff on defining career and work related goals and objectives.

	
	Management/Supervision/Training
· Trained, supervised and evaluated staff coached improvement management skills in a one-on-one session or in an instructor led classroom environment.

· Promoted employee retention programs aimed at lowering attrition through open communication, succession planning, training, recognition.

· Responsible for the design, development, implementation, delivery and evaluation of client specific training to meet work objectives and goals.

· Managed and developed various teams into goal-oriented, cohesive groups.

· Successfully refined and implemented new projects.
· Managed day-to-day operations and administrative reports for company.

	Employment:
Call Center
	SHIFT MANAGER / CONSULTANT


People Plus Tech Inc.
· Currently assigned at Accenture as a Shift Manager for the Geek Squad Project.

· setting up meetings; running meetings; writing and distributing meeting minutes 

· creating a plan, executing a plan, and adjusting the plan as necessary 

· preparing status reports and presenting to upper management 
· Responsible for meeting Delivery Targets.

· Verification, consolidation and reporting of attendance in the team.

· Providing oversight to delivery operations during the shift.

· Performance analysis for the entire team, individually and Unit wise.

· Responsible for the resource utilization report Analysis.

· Times reports Analysis evaluation and follow up.

· Coordinating shift change meetings with Bangalore and Delhi sites.

· Coordinating with the Black Ops team for any updates, issues and escalations.

· Coordinate shift handoffs to ensure smooth transition between teams and units are driven to completion.

· Perform daily and weekly administrative tasks as required.

· Escalate unresolved problems to the appropriate area.
· Maintain high standard of delivery in order to meet SLAs.

· Assist in implementation of and support management's initiative
	June 2007 – Present

	
	SENIOR OPERATIONS SUPERVISOR 

February 2006 – May 2007

TeleTech Customer Management Inc.
· Manages 80 Remote Desktop Support Engineers with 6 Operations Supervisor working as back office support for the Geek Squad project.

· Manages Operations in an effort to increase the operational effectiveness of the call center and to meet the client’s needs including: planning, assigning, and directing work.

· Interviewed, hired, field trained and conducted performance appraisals for the Team.

· Perform daily and weekly administrative tasks 

· Maintain high level of delivery in order to meet SLAs
	Jan 2004 – May 2007

	
	LEARNING & DEVELOPMENT FACILITATOR

February 2004 – December 2004

TeleTech Customer Management Inc.

· Facilitates induction training for new hires.

· Conducts training on product specific content.  This includes troubleshooting, systems training and customer service skills.

· Facilitates up training sessions for the development of the agents on production.

· Develops training visual aids for easier content retention.

· Participates in planning and execution of activities for trainees going on production.

· Participates in planning sessions for Inter-organization development.

· Develops training modules for increased productivity of agents. 

· Develops and facilitates training modules for managers and supervisors.

· Calibrates with different managers from different centers for quality assurance.

· Provides coaching to agents on specific points for improvement.
· Leads projects for implementation.

	

	
	DELL TECHNICAL SUPPORT REPRESENTATIVE

April 2003 – January 2004

Client Logic , Wynsum Tower,  Pasig City

· Provides technical hardware and software support for DELL system owners.

· Troubleshoots with customer, creates dispatches of defective hardware parts and ships/replace defective hardware.

· Resolve issues about customer complaints regarding DELL system and other issues.
	April 2003 – Jan 2004



	Academe
	IT INSTRUCTOR

  

STI College Inc. – Philippines

· Showed students how to install and maintain Local Area Network by proper configuration of Operating Systems, splicing of network cables, introducing the concept of Open System Interconnect (OSI) 

· Introduced to students the concept of computer hardware including the assembling and disassembling of computers, inter-connect and install electronic components of a PC, diagnose and trouble-shoot computer hardware-related problems

· Taught students how to install Operating Systems and other software including trouble-shooting software-related issues.

	June 1998 – April 2003

	
	ASSISTANT HEAD – IT DEPARTMENT

April 1997 – April 1998

OUR LADY OF LOURDES TECHNOLOGICAL INSTITUTE 

· Taught Basic Computer subjects such as Computer Concepts,
Flow Charting, Dbase, Pascal and others.

· Prepared everyday lesson plan for College Teaching.

· Maintained and oversaw the computer units of the school.

· Troubleshoots and repaired broken computer units.

· Encoded student’s and employee’s record for office files.

· Coordinated with Industries for the On the Job Training
         of students.


	April 1997 – April 1998



	Community
Involvement
	· Member / Volunteer Philippine National Red Cross, Quezon City Chapter

· Sports Coordinator – JPPS 4 Homeowners Association



	Additional Training
	· Coaching for the Phone (TeleTech)

· Call Center Fundamentals (TeleTech)

· Six Sigma White Belt Certification (TeleTech)

· Adaptive Coaching for Results (TeleTech)

· Positive Reinforcement (TeleTech)

· Quality Fundamentals (TeleTech)

· Performance Management (TeleTech)

· Time Management (TeleTech)

· Basic DSL Troubleshooting (TeleTech)

· Home Networking (TeleTech)

· Facilitation Skills (TeleTech)

· Presentation Skills (TeleTech)

· Basic Instructor Training (TeleTech)

· FISH Philosophy (TeleTech)

	Character References
	· Jay Yen
Senior Manager

      Accenture Delivery Center, Philadelphia
      Jay.Yen@accenture.com

       Manila Office: 632 – 8495838    
· Mark Tinucci

mark.tinucci@comcast.com
Home Phone: 303-6608300

Mobile: 303-9610515

· Robyn Abigail Uson

Senior Manager – Talent Acquisition

Global Talent Acquisition Strategy (Philippines)
usonrobyn@teletech.com
Office: (+632)  5529783 

· Armando Delfin
General  Manager 

RR Forwarders and Customs Brokerage Corp.

Office: (+632)  5233513




