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Expert Senior Training and Quality Manager (BPO)
B29 L41 Jade St., Villa Esmeralda, Santa Rosa , Laguna Philippines 4026

Summary

I have been in the call/contact center industry since 1999, total collective work experience of over 18 years in manufacturing, planning and logistics, import/export, sales /marketing, HR /recruitment and administrative work are some of them.

In my 6 year stay at Cyber City, I learned to manage training, operations, workforce, transitions, customer care relations, human resource management, jobfairs and recruitment efforts, client-account and program/project management, project launches, service level agreements, metrics, total quality management programs with employee compensation plans. Aside from having led countless job fairs and trained more than 12,000 people for contact center education not including government introductions and presentations about the call center industry One of the first American Accent trainers in the country who is part of the first contact center training facility certified by TESDA, contributed to the technical requirements that TESDA needed to accredit contact centers and training facilities, AUTHORED of STI’s call center program that our company launched in schools and universities.
Passed solar electric systems installations training in the U.S. , venturing into the renewables industry. I was involved in the BPO start up of SunPower Corporation in 2006 now a group of over 300+, developed a specified training curriculum for the manufacturing and renewables industry for call center sales. As the first manager to be hired for this start up, I have managed the call center operations, workforce, authored department policies, have put in place corporate process flows from standard work procedures to escalation paths including stabilizing the Training and Quality department.

I am one of the many pioneers that made this industry in place and is still is. I would sure like to help contribute in the industry through and as your team member.

Specialties

# gives expert advice for operations, customer service, training and quality concerns to existing and start up call centers from 2004 - present

# SOX and ISO 9000 Training

# SIX SIGMA practices
# Facilitation of Strategic Planning Processes, Training, Development, and Education

# Corporate Values, Identification, Development and Productivity Improvement
# Multi-Cultural Diversity Fusion

# Total Quality Management

# Employee Relations and Corporate Communication
# Customer Retention and Continuous process improvement
# Project Management / P&L

Work Experiences

· Sr Manager, Training and Quality at Sourcefit/Mowave Philippines

· Operations Manager (acting capacity February 17 2009 – Present)
· Facilitates training for all incoming and current employees
· Facilitates Sales Training
· Spearheads recruitment efforts, conducts interviews and final assessments
· Spearheads Call Quality monitoring for North America and Manila teams.
· Manages and coordinates with marketing strategies with VP, for radio and TV commercials of the product.
October 2006 - July 2008 (1 year 10 months)

· Sr Manager, Training and Quality Assurance BPO dept at SunPower Corporation
· Operations Manager (acting capacity October 2006 – March 2008)
October 2006 - July 2008 (1 year 10 months)

- North American/ European operations/workforce manager (acting capacity)

- Customer Relations Management (Escalations/ complaints)
- Organizational Development and structure review
- Periodic training needs analysis for continuous process improvement

- Monitors and evaluates calls for quality improvement initiatives

- Monitors compliances related to policies and procedures for operations management

- Created Modules specific sales and customer service

- Operations management including monitoring of KPIs and SLAs

- Spearheaded Quality Operations for call/transaction quality

- Coordinates with US, Asia Pacific and European partners for training needs

- Spearheaded Total Quality Management (TQM) programs for ISO and Six Sigma implementation
- Employee relations, authored policies and implementation as well as compliance

- Conducts Performance Assessment and Management
- Author of employee recognition and awards programs, reducing turnover by 20%

- Oversaw network administration reducing costs in hardware by assigning a technical equipment coordinator to manage accessories and network needs 
-  budget management and business planning
· Training and Development Manager Sta Rosa at INFONXX

May 2006 - October 2006 (6 months)

- Manned a team of over 20 Trainers and Training Assistants, Evaluated training skills,

- Coordinates with HRD for new hire training and other related, pre- employment issues

- Coordinates and works side by side with the quality department for quality issues related to

Training and Call center agents’ needs

- Developed new training material for needs training/assessment purposes

- Attends weekly calibrations with Clients for quality issues in call handling and protocols

- Coordinates and works directly with Quality team for client calibrations for quality improvement

- Keeps records and generates reports of all training related matters, including training week

Progress reports, retention and attrition of trainees on board,

- Determines bonus opportunities for each trainer/training assistants based on evaluations from class observations and coaching sessions

- Resolved old issue between training and operations by setting rules and standards

· Training and Quality Enhancement Manager at Cyber City Teleservices

July 2000 - May 2006 (5 years 11 months)

– Started as an agent and promoted to trainer in 3 months.

-  Moved up to training supervisor in 2 years – handled sales and communications trainers

- Responsible for preparation, creation of training materials and schedules for affiliate schools, universities for BPO and client based projects.
– Trains teachers/professor affiliated with the company for BPO for call center education for them to introduce call center education curriculum in their respective universities/colleges

– Coordinates with call floor supervisors and the operations manager for call center immersion activities

– Makes real time decisions in case of sudden call floor changes with call cues, load of calls and technical aspects when supervising immersion sessions

– Plans events for job fairs, mass hiring efforts and Evaluates, interviews potential employees, has created forms and parameters strictly for prospective call center employee search and evaluation.

– Pioneered revolutionary ideas for improvement of training for BPO and call center training

– Monitors and evaluates calls for agent identification for training purposes or needs training
· Senior Recruitment Officer at Cyber City Teleservices

February 2005 - April 2006 (1 year 3 months)

- Conducted recruitment efforts for affiliate programs for different client campaigns
- Screens, evaluates and interviews potential candidates

- Conducts phone interviews, arranges accommodations and packages for candidates.
-  Involved in job fairs and finding best candidates for call center posts.

· Instructor at Angeles University Foundation

June 2005 - March 2006 (10 months)

-Taught Telesales and full Contact Center Curriculum for their affiliate training program

- Authored Contact Center Curriculum for Contact Center Associate course.

· Coach at America Online Member Services, Philippines

March 1999 - May 2000 (1 year 3 months)

-Acting capacity

-Handled customer service issues regarding technical and connectivity issues

- Handled online chat monitoring

- Monitored team attendance and behavior for productivity and individual improvements

· Import and Export Supervisor at Lilly Hill Corporation

September 1992 - August 1998 (6 years)

> Handled international purchases and distribution to other duty free stores in Clark

> Handled corporate account for Lilly Hill Corporation

> Planning and logistics

· Executive Assistant to the CEO at KITA Corporation

July 1991 - June 1992 (1 year)

> Handled all corporate meetings and procurement of company supplies

>clerical, reporting and administrative duties

> Working knowledge of the executive's duties, schedule the executive's appointments. Attending meetings on the executive's behalf

· Supply Clerk at Officers Open Mess (Clark Air Base)

May 1989 - May 1991 (2 years 1 month)

> Supply Planning and logistics for three recreational facilities

Education

Cypress University

· Certificate, Solar Electric System Installation, System Design Course, 2006 - 2007

CCIS Foundation

· Certificate, Basic and Advanced Teaching Strategies, 2001 - 2002

University of the Philippines

· Certificate, Adult Education, 1992 - 1992

AMA University

· BS Computer Science, Office Management, 1985 - 1989

Activities and Societies: Glee Club

Honors and Awards

· Trainer of the year -Trainer award= 2003, 2004

Interests

· Management training, BPO innovations, singing, hosting, painting
Character References:
· Ms. Deanne Hernandez   02 672 3800 / +63917 497 6197   Retirement Organization Phils.
· Marife Mendoza                 63917 848 2022                           Field Training Manager

· Cherie Lou Ocampo          0917-544-7304                            HRD Director, SunPower Corp.
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	Address
	:
	Block 29 Lot 41, Jade Street Villa Esmeralda ,, San Lorenzo South ,Sta. Rosa , Laguna, 4026, Southern Tagalog, Philippines. 

	Telephone No.
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	63- 49- 5023082

	Mobile No.
	:
	+639267174819

	Email
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	myragines@yahoo.com   
	 

	 

	Personal Particulars

	Age
	:
	39 years 1 month(s)
	Date of Birth
	:
	04 Oct 1969

	Nationality
	:
	Philippines
	Gender
	:
	Female


Myra Yasmin Gines-Santos

Expert Senior Training and Quality Manager (BPO) = (+63926-717-4819) (+63920-946-1205)

myragines@yahoo.com

3 people have recommended Myra Yasmin

"I would like to take this opportunity to give a formal recommendation for Myra Yasmin

Gines-Santos. As the former Senior Manager of the BPO arm of SunPower Corporation

(Nasdaq:SPWRA), I have known Myra for approximately two years in the highest professional level possible. She is a highly commendable Training and Quality Assurance Manager/Director. Myra joined SunPower demonstrating incredible initiative and strong dedication. Upper management could not help but notice how successful she was in her position and quickly entrusted the training efforts of the whole organization to her. Myra leads by example and many people find her enthusiasm, objectivity and dedication both inspiring and motivating. As part of the executive management team, Myra has worked hard to build authentic relationships with her staff and colleagues. Her efforts have created a happier and more productive team. I believe Myra exhibits many of the qualities that are essential to high-level managers. A position in the executive level will

highly befit Myra and will utilize her faculties and competencies to the fullest. I highly recommend Myra for positions necessitating these values and professional experience."

— Dec Decampong, President, Al-Ghazali Inc., managed Myra Yasmin at SunPower Corporation  +63917-885-9973
___________________________________________________________________________________
"Myra is a very dedicated person and it shows in the quality of work that she puts into her company. While remaining focused on her work, she still has the ability to interact with her colleagues and subordinates on a level field. I think, any company that would hire her, would feeel as though they have found a jewel in her as a part of that team."

— Cyfer Mijares, DSR, SunPower Corporation, reported to Myra Yasmin at Cyber City

Teleservices   +63927-275-1833
___________________________________________________________________________________
"Myra has worked for Cybercity Teleservices as a Manager for several years. Her responsibilities have included training, interviewing applicants, managing training quality personnel, training managing complaints, making sure trained representatives and agents deliver expected quality and service. During her time in Cybercity, she has had an amazing impact on the quality of services she had given the company. The company had previously no reference whatsoever on communication and accent but when she was given the post on handling it, she made a real change and the turn over of events went from satisfactory to excellent. Myra is highly respected by her co-workers for her

willingness to help anyone anytime she can. She has been instrumental in organizing and helping co employees. She is very well organized, diligent in her paperwork, easily reachable, and always on time. Myra is an excellent person and can do her job very well and I would highly recommend her for any position in your company."

— Jeanilyn Alonzo, Client Specific Trainer, CyberCity Teleservices LTD, worked directly with Myra Yasmin at Cyber City Teleservices +63921-787-8332
Contact Myra Yasmin on LinkedIn  =  http://www.linkedin.com/in/myrayasminginessantos
