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PROFESSIONAL SUMMARY
A self-motivated, empathetic and responsive professional with over 12 years’ experience in the Customer Experience field. Possessing excellent communication and organisational skills and a strong track record in achieving goals and working efficiently under pressure. Passionate about ‘going the extra mile’ and able to build strong working relationships with both customers and stakeholders at all levels. An approachable, personable and diplomatic individual with a solid work ethic who works well both as part of a team and autonomously. Quick to learn and eager to utilise well developed customer service skills in an environment where people, customers and relationships are valued. Experienced in Contact Center Management, Operations, Strategy & Planning, Vendor Management and BPO.
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Soft skills
· Able to blend in any environment
· Friendly and energetic person
· People Management
· Able to multitasking.
· Willing to learn something new
· Team work
· Social skills
· Customer problem solving skills

Computer skills 
Proficient in Microsoft Word, Excel, and PowerPoint 
Trello

Languages
English – Professional Proficiency
Bahasa Malaysia – Professional Proficiency




WORK EXPERIENCE
Concentrix Corporation Sdn. Bhd.	JUL 2021 – Present	
Senior Operations Manager – Contact Center Operations	Kuala Lumpur, Malaysia
Supporting our client business (Level 1 & 2 Operations) aiming to provide exceptional customer experience .  Accountable in managing Team Leaders with a capacity of 170 - 240 agents across all teams. 

· Manage 12 Team Leaders across 8 different LOB’s
· Oversee the daily performance of support center supervisors and their respective teams. 
· Identify performance gaps, formulate action plans to address identified gaps, implement and monitor action plans.
· Implementation of new and existing operational structures & procedures
· Prepare & Analyze operation reports (Daily, Weekly & Quarterly) and present to the senior leadership team and clients.
· Drive process improvement across all sub teams together with the clients to achieve client goals and KPI’s
· Support the Director in managing all other programs under the same Logo during critical events. 
· Being the Key PIC for Innovation Ideas & Implementation on clients value add. 
· Manage the operations P&L to ensure that the operation is running at the optimal operation cost and minimize any revenue implications. 

Brandt International Sdn. Bhd	JUL 2020 – JUN 2021 
Operations Manager – Contact Center Operations	Kuala Lumpur, Malaysia
Supporting our client business (Level 2 Operations) aiming to provide exceptional customer experience .  Accountable in managing Program Leads and Team Leaders with a capacity of 170 agents across all teams. 

· Manage two program leads and 16 team leaders
· Oversee the daily performance of support center supervisors and their respective teams. 
· Identify performance gaps, formulate action plans to address identified gaps, implement and monitor action plans.
· Implementation of new and existing operational structures & procedures
· Prepare & Analyze operation reports (Daily, Weekly & Quarterly) and present to the senior leadership team and clients.
· Drive process improvement across all sub teams available within the operations. Suggest improvement initiatives to clients.
· Manage client expectations and ensuring that daily operations are running smoothly. 
· Manage the operations P&L to ensure that the operation is running at the optimal operation cost and minimize any revenue implications. 



Agoda International Sdn. Bhd.	NOV 2019 – JUNE 2020	
Manager – Customer Experience Group	Kuala Lumpur, Malaysia
Part of team that provided a high level of customer service to multiple customers via Email, Phone & Live Chat.  Accountable in managing team of team captains and customer service consultants. Introduce process improvements on Agoda application and back end process. 

· Manage a team of Team Captains & Live Chat Agents
· Monitor Chat traffic & highlight discrepancies, take actions on the spot if needed to ensure that service levels are met
· Identify performance gaps, formulate action plans to address identified gaps, implement and monitor action plans.
· Implementation of new and existing Agoda Live Chat structures & procedures
· Prepare & Analyze operation reports and provide update to the senior leadership team.
· Planning for chat services to be at 100% capacity.
· Building up Team members, by increasing competencies and deploying best practices in contact center operations.
· Consistently achieved team attrition below 5% and overall performance rating >3 (rating scale 1-4)













Telekom Malaysia Berhad	JAN 2015 – NOV 2019
Senior Manager – CX Innovation, Strategy & Design 	Kuala Lumpur, Malaysia
Planning and Strategize overall Telekom Malaysia touchpoints operations. Maintained high level of efficiency and customer satisfaction as well as driving digital adoption and self-serve.
· Doing planning and strategic for Telekom Malaysia (TM) Touchpoints (All support channels).
· Analyze Touchpoints Performance and design initiatives to improve performance
· Governance on Touchpoint tools and processes
· Preparing analysis on cost effectiveness for customer touchpoints
· Ensuring high-level customer satisfaction through digitization and promoting initiatives to increase digital mix ratio and self-serve options.
· Enabling digital journey to increase digital adoption by customers
· Governance of all customer related processes Project Manage initiatives to improve customer satisfaction
· Performing UAT (User Acceptance Test) for new system release
· Projects Handled:
1. Chatbot AI (Artificial Intelligence) Deployment
2. Dynamic IVR (Interactive Voice Response) Enhancement
3. Community Page Establishment
4. 24/7 Live Chat Deployment (unifi)
	
Senior Manager – Digital Contact Center Operations	
Unifi mobile digital contact center (Live Chat & Social Media) with >200 headcount. Maintained high standards of customer service. Accountable for overall contact center operations in unifi mobile.
· Leading unifi mobile digital contact center operations.
· Managing vendor BPO ensuring meeting all contractual KPI’s and adhering to SOW. Ensuring staffing are met as per projected. Develop action plan for non-compliant metrics and measure penalties if necessary.
· Liaising with BPO Operations Manager and Management Team ensuring the team trained with the current processes and procedure.
· Piloting the digital team for unifi mobile (Live Chat & Social Media support). Setting up 24/7 contact center (Strategy, planning, recruitment, training and operations)
· Managing a team of more than 200 headcounts
· Leading the team to enable the digital channel to be the main customers contact point while maintaining the level of customer’s satisfaction.
· Planning & Strategizing the closing of unifi mobile voice contact center and moving to 100% digital support.
· Working hand in hand with the Project Management team in implementing and deploying relevant supporting system to ensure smooth customer support.
· Assisting to oversee VVIP (High Profile Customers) complaints and local authorities’ team ensuring all required metrics are consistently met.
· Coordinating customer satisfaction improvements initiative and ensuring the team is always customer focused.
· Analysing and planning on actions corresponding to customer’s sentiments in social media.
· Assisting Telekom Malaysia group in developing digital platforms and moving contact channel ratio higher favoring digital channels.
· Involved in Strategy & Planning for Telekom Malaysia Customer Experience Group focusing on contact center operations (Increasing productivity, reducing operation cost & maximizing ROI on investments).
· Manage the operations P&L to ensure that the operation is running at the optimal operation cost and minimize any revenue implications. 


Convergys Malaysia	OCT 2010 – JAN 2015
Team Leader	Kuala Lumpur, Malaysia
Supporting a local internet service provider client in providing world class customer service and technical support. Accountable for managing a team of 30 support agents and overseeing day to day operations. 
· Assisting Business Manager in resource management and planning. E.g. leaves, MC, lunch schedule and etc.
· Generating reports. E.g. daily service performance, outstanding cases report and etc.
· Escalation point for both technical and customer service issues.
· Control and monitor call traffic to meet target for daily service level and abandon rate.
· Employees - Manage, motivate and develop people efficiently to improve performance, increase retention, and improve staff moral & capabilities
· Managed Team in Philippines from Recruitment to Operations
· Successfully launched the pilot team in Manila
· Assist in New hire Training in the event of no available trainers
· Ensured COPC framework deployment
· Worked on DMAIC Sigma Project for non-meeting metrics
· Certified in COPC HPMT (High Performance Management Techniques)

Trainer	
Reporting to the Learning & Development department ensuring comprehensive training are delivered as well as up to date knowledge base accessibility for the frontlines. 
· Assisted Training Manager in New Hire Training 
· Took Charge in updating internal knowledge base.
· Prepared TNA (Training Need Analysis) for the team
· Prepared training journal on each batch for operations team for early review.

Customer Service Representative	
Part of team that provided a high level of customer service to multiple customers via email and phone. 
· Handled Inbound calls (Billing and Technical Support) 
· Basic Troubleshooting for complaints on technical Issues.
· Moved to Retention Team (Outbound) to retain customers with bad connectivity and billing issues












INDUSTRY & PROFESSIONAL TRAINING
· Introduction to Excel, Power Point 
· Six Sigma Greenbelt (Internal)
· Agile/SCRUM Project Management (Internal)
· COPC HPMT (High Performance Management Training)
· Accelerate Coaching Certification 

ACADEMIC QUALIFICATIONS
Open University Malaysia, Bachelors in Management 	2015 to 2020
Institute Technology Pertama, Foundation in Business 	2004 to 2006

OTHER INFORMATION
Volunteer Work
· CSR Committee Member – Datacom Southeast Asia 2010 - 2015
· Skuad Amal GJR – Gerakan Jaringan Rohaniah 2018 - Present

Referees
· Employer references are available upon request.
