LENAR ANDREI ABAD. GARLAN

Block 2 Lot 12 Metropolitan Classic Townhouse

Aguilar Avenue, Las Piñas City

QUALIFICATION / SKILLS

- 9 years experience in the call center/BPO industry

- Operations management, Human Resource Development, Strategic Planning, Business Development experience and orientation with strong business acumen.

- Possesses good communication and interpersonal skills.

- Proficient in oral and written skills (English).

- Computer Literate (MS Office, Social Networking Sites, Job Portals)

- Detail-oriented, resourceful and has a sense of urgency.

EDUCATIONAL ATTAINMENT

1996-2000 DE LA SALLE UNIVERSITY –DASMARIÑAS

Bachelor of Liberal Arts Major in AB Communication

April 2000

1992-1996 UNIVERSITY OF PERPETUAL HELP RIZAL

High School Diploma

March 1996

1992-1987 UNIVERSITY OF PERPETUAL HELP RIZAL

Grade School Diploma

March 1992

WORKING EXPERIENCES

May 2007 – Mar 2009

Operations and Business Development Manager

Havoc Digital Media Inc. (Online Advertising Agency)

Philippines advertising re-sellers for Friendster, Yahoo!, Google, Multiply and Facebook.

• Manage Operations by setting sales and performance targets with Client Management, Account Delivery and Retention

• Ensure provision of essential data and information on business and client requirements to help in identifying profitability of projects.

• Spearhead process improvements and streamlining of branches of operation

• Oversee market and competitive research team and localize accounts to Philippine Market

• Take lead in responding to project details and other documents by working with Business Dev’t, HR, Operations and Finance.

• Prepares client proposal and pricing, if needed

• Arranges Case Studies, Client Presentations, Client site visit and due diligence

• Plan, manage and take lead in project implementation and set-up of sourcing, recruitment and training teams (POC, Pilot or Full Operations) ensuring optimization of resources and proper management of cost, time and quality.

• Ensure all operating requirements are developed, tested and approved prior to implementation.

• Develop direct reports through training, coaching, regular communication, performance appraisal and feedback.

• Manage workloads and project assignments of direct report

• Strategic/Business Planning

• Direct Career Development Plans of reporting employees from different branches of operation.

• Prepare, identify and cascade Business Plans, KRAs, KPIs and action plans (long term and short term).

• Prepare departmental budgets and ensure department works within approved budget.

• Ensures confidentiality, integrity, and availability of information critical to fulfilling the organizations business functions.

• Prepare and submit weekly updates and monthly project reports and scorecards.

• Perform benchmarking and R&D.

• Ensure that Recruitment needs per business partners’ requirements are met at all times.

• Facilitate implementation of Recruitment Sourcing Activities to ensure continuous applicant sourcing.

• Monitors the recruitment process end-to-end and continuously recommends changes and improvements that align with business requirements.

• Ensures that all Job Descriptions are maintained and updated, to link to Recruitment process and target applicants who are job-fit.

• Provide complete and accurate Recruitment data for analysis of initiatives and improvements.

• Continuously monitor team development and growth to establish teamwork and cooperation at all times.

• Ensure that all activities are in accordance with Compliance standards

May 2006 – June 2007

Business Development Manager

Outsource One Asia Inc. (Human Resource Outsourcing)

• Responsible in developing and promoting new business for human resource outsourcing (HRO) that specialize in mass sourcing and recruitment for the contact center and business process outsourcing companies.

• Design and develop business plans and modules.

• Coordinating business development and operation activities across the service, including the best approach to value, the application of business improvement tools, strategic in planning and staff development

• Monitoring the implementation and effectiveness of the business development strategies within the service requirement.

March 2006 –May 2006

Team Supervisor

Peoplesupport Philippines Inc. (BPO)

• Responsible for leading a team of phone bankers for Washington Mutual

• Supervises 15 agents.

• Helps achieve the team prerequisites for quality, sales and productivity standards

• Assist in scheduling and time management.

• Provide hands-on assistance to the team in case of problems and issues requiring supervisor assistance.

• Ensure quality reporting that is given to the Operations Manager and Division Manager to build highly effective measurement and reward systems.

• Periodically interact with the middle and senior management of our client companies

December 2005 – March 2006

Business Development Manager

Zynergyz Marketing Incorporated (BPO)

• Responsible in developing and promoting new business for pharmaceutical and home mortgage refinancing companies.

• Ensure quality reporting that is given to the Operations Manager to build a highly effective measurement and reward systems

• Coordinating business development activities across the service, including the best approach to value, the application of business improvement tools, strategic in planning and staff development

• Monitoring the implementation and effectiveness of the business development strategies within the service requirement

June 2004 –October 2005

Team Development Leader

Vision – X Philippines Incorporated (BPO)

• Responsible for leading a team of customer care representative for AT&T long distance sales and services

• Supervises a team of 12-15 agents.

• Helps achieve the team prerequisites for quality, sales and productivity standards

• Assist in scheduling and time management.

• Provide hands-on assistance to the team in case of problems and issues requiring supervisor assistance.

• Ensure quality reporting that is given to the Operations Manager and Division Manager to build highly effective measurement and reward systems.

• Periodically interact with the middle and senior management of our client companies

September 2003 – June 2004

Technical Customer Care Representative

Convergys Philippines Services Corporation (BPO)

• Responsible in interfacing with inbound customer providing first tier technical support for their ISP services and inquiries to the DSL service provided

• Responsible in training newly hired technical support agents who are in transition with the program

• Evaluates the transition teams quality evaluation scores and metrics

• Has worked with SBC Yahoo! DSL An inbound technical support program that provides first tier support for basic troubleshooting for connections and email issues with their DSL service

September 2002– September 2003

Customer Interaction Agent

Ambergris Solutions (BPO)

• Responsible in interfacing with inbound customer providing customer service and sales support for DELL Home Systems

• Acquired advanced inbound skills that included multi-tasking skills for catalogue order taking/, small parts and peripherals upgrade and customer care support which include logistics tracking

• Responsible for coaching new agents in the program while in transition

February 2002 – August 2002

Customer Service Associate 1

eTelecare International (BPO)

• Responsible in interfacing with customer and providing customer care support and sales inquiry.

• Worked with both inbound and outbound programs that serviced to U.S. based clients for NOL national on-line

• Acquired both advanced inbound and outbound skills that included multi-tasking skills for third party verification, catalogue order taking, generic telemarketing and customer care

• Responsible for coaching new agents in the program while in transition

Aug. 2001 – Jan. 2002

Web Sales and Marketing Associate

Softrigger interactive (Web/Internet Marketing and Development)

• Provide consultancy services to clients who have interest in different internet solutions such as web design, web hosting, web programming, and other interactive multimedia services

• Prepared quota prices and budget was directly addressing to the customers specific inquiries and needs through telephone, e-mail and on-line chat.

• For new e-commerce and interactive multimedia solution.

• Worked with a development team of web programmers and designed in specific client project.

REFERENCES:

Available Upon Request 

