Sheena Marie Williams

mswilliams3126@gmail.com I Mobile: 0908.104.5899 I Skype: live:c0c37b7c183e14f1

Professional Experiences:
Teleperformance, Inc. EDSA Central, Mandaluyong City June 2008-October 2009
Customer Service Representative

Facilitates resolution of drug coverage issues and proactively address research and resolve issues while maintaining accurate and complete documentation of all inquiries for continuous improvement.

Works collaboratively with other associates and supervisor to ensure that best practices are being implemented.

Aditya Birla Minacs

1800 Bldg., Eastwood Cyberpark, Libis Quezon City November 2009-June 2012

Patient Care Advocate / Subject Matter Expert

Handles inbound telephone and written inquiries from pharmacists and doctors regarding prior authorization by screening and reviewing requests based on benefit plan design, client specifics and clinical criteria.

Provides information to clients, participants, pharmacists and doctors regarding participants pharmacy benefit, drug coverage and provide accurate procedures for medication exceptions.

Handle and Co-facilitate team huddles, up-skill training ( as needed ) and oversee team activities in behalf of the Senior Team Leader.

WNS Global Services, Inc

1880 & Techno Plaza 2 Building, Eastwood Cyberpark, Libis, Quezon City June 2012- December 2017

Sales Training/Coach- Inbound Sales/Travel Account ( Certified Expedia Sales & Training Facilitator)

Handle Inbound calls from prospective customers in booking a reservation with hotel chains affiliated.

Negotiate with US vendors for pricing & production

Assist as a TQ Mentor ensuring that the team is well organized and reaching their full potential to provide exceptional Sales service.

Ensures on-the-floor coaching, SBS monitoring and performance development management for continuous agent skill enhancement.

It is part of the role to make sure that Service Levels are met every end of the day.

Lead Sales Trainer Role

Monitor, Provide, Record and evaluate effective training activities.

Design Training programs that can be used to develop / and or improve the skills required for the Job.

Implementation and revision of training programs

Conducts Up-skill training as needed

Assesses training needs analysis

Develop training methods and materials

Writes procedure manuals

Presents  information  using  a  large  variety  of  techniques  including  visual  materials,
team exercises, role playing and decisions

Spearheaded a new LOB – February 2015 – Re-locations Department

Handled  up-skill  training  to  full  time employees to
handle
inbound and outbound calls for customer retention

New Hire Training to fill 100 seats for the start-up LOB was a huge success of the business, Hence demanding more projects to be launched by the Training Department.

Teletech Customer Management Holdings, Philippines

Cybergate Center Tower 3, Robinsons Pioneer Complex, Pioneer St, Mandaluyong City 1550 M.M.

Online Marketing Manager – Google AdWords

February 2017 – February 2018

Liaise with Business Owners, CEOs & Business Key Players in promoting their products / services online using the Largest Search Engine platform.

Maintain & Increase business opportunities for each client.

Create new campaigns based on latest business needs.

Implement & optimize each client’s account to ensure online presence and advertising goals are met.

Social Media Manager & Virtual Assistant - Whichaddon.com & Virtual Kings
Home-Based February 2018-June 2019
Content Creation / Content Marketing

Work closely with a marketing team to develop social media campaigns that help to achieve corporate marketing goals

Develop monthly reports on emerging social media trends that will be submitted to the management team

Monitor the company’s social media accounts and offer constructive interaction with users

Create methods for finding and saving online customer reviews

Analyze the long term needs of the company’s social media strategy and offer quarterly reports to the management team that outline any necessary changes to the digital marketing plan

Engage with social media influencers

Create social media influencer accounts

Increase website organic traffic using white hat marketing

Photo editing / canva.com

CarChat24 - Tarpon Springs, FL - Home-Based - Account Manager

September 2018 - March 2019

Manage potential clients via sending email or inbound/outbound calls.

Keep accurate records of prospective clients for future reference

Offer Value Added Proposition to company decision makers, C-level clients.

Provide General Administrative Support to ensure a smooth transition from prospect to a valued client

USTalk - Beijing, China - February 2018-January 2019

ESL Teacher Home-based

Teach, Motivate and Enhance the English Language learning of Chinese children ages 4-12 years old.

Manage group classes for learners ages 13-55

Provide course development, curriculum enhancement to ensure holistic knowledge for all students.
● Magnetic Alliance - May 2019 - Present
Relationship Manager

- Maintain a strong pipeline of Business Leads for growth and development

- Set up appointments with company VPs, Directors & Owners for business evaluation

- Generate leads organically under business criteria and filter qualified leads

Education:
2006-2009 St. Augustine School of Nursing- Graduate

Character References:
JayR Selorio - Operations Manager (Full Potential BPO) jaynueve@gmail.com

09663200133
Franie Aruta – Operations Group Manager (WNS Global Services) Franie.Aruta@wns.com 09331108975

Miguel Rafael Andres – Sales Coach – Altisource Business Solutions miguelrafael.andres@altisource.com 
09992236487

