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Personal Skills  

● Excellent in written and oral communication 
● Time management and multitasking  
● Coaching and feedback 
● Excellent leadership skills and a team player 

● Proficient in the English language 

● Strong attention to details 

 
 
Technical Skills 

● Google Suite 
● Canva 
● CRM  
● Proficient in Microsoft Office Suite (Excel, Word, PowerPoint, 

Forms,Outlook.) 
● Intermediate Adobe Creative Cloud  
● Data analysis 

 

 
 

 

Experiences: 

Clinical Research Assistant 
MD Medical Research  
6357 Oxon Hill Road, Floor 2 
Oxon Hill, MD 20745 

 November 2023  
o Data Entry  
o Recruitment 

 
Customer Service Representative 
Remote Workmate 
Aug 2023 to Present 

o Responding to guests after business hours: Phone calls, emails, SMS 
o Follow scripted workflows for addressing issues and concerns of guests. 
o Triage issues: escalate to property managers issues that can't be resolved right away and resolve ones with available answers on the database. 
o Data entry and organization (e.g., Copying detailed information about a home/property into the Breezeway platform) 
o Ad hoc admin tasks 

 
White Hat – Sr. Trainer I  
DIRECTV 
UP1 Building D, UP AyalaLand Techno Hub | Quezon City 1101 
2020 to June 2023 

o Responsible for data mining and analysis for the cluster. Prepare the decks to be utilized during readouts. 
o Maintains and creates files, SharePoint, decks, and documents to ensure alignment and accuracy of the processes across different sites. 
o Improves files and processes for efficient and effective data management and reporting. 
o Conducts training, refreshers, and upskilling virtually and face-to-face.  
o Observes and coach co-trainers during facilitation and call-taking to ensure consistency in applying trainer competencies.  
o Lead White Hats from each site to maintain process alignment and accuracy in reporting. 
o Onboard and coach new White Hats for their growth and development. 
o Conducts Train-The-Trainer sessions with co-trainers and leaders before facilitating new content for refreshers, upskilling, and onboarding. 
o Collaborates with Strategic Partner Master Trainers across all sites to address current and upcoming challenges of the program.  
o Sends reports to the clients and stakeholders to track progress and helps with decision-making by meeting tight deadlines.  

 
Trainer II 
DIRECTV 
UP1 Building D, UP AyalaLand Techno Hub | Quezon City 1101 
2019 - 2020 

o Prepares and conducts training for New Hire classes, Conversion, and Upskilling for agents and leaders through classroom or virtual training, 
hands-on practice, and supporting activities. 

o Creates and modifies training materials and curriculum for effective learning based on analysis. 
o Partners with Operation, Quality, and Recruitment from hiring to production to meet business needs. 
o Collects and maintains data for training and transition agents.  
o Observes and coach co-trainers during facilitation for better performance every month. 
o Accountable for achieving individual agent performance metrics. 

 
Product Ready Trainer 
DirecTV 
Convergys Philippines, MDC100 Eastwood City, Libis, Quezon City 
May 2018 - 2019 

o Conducts Training for New Hire classes, Conversion, and Upskilling agents. 
o Creates materials for certification and refresher for identified call drivers and agents who need upskilling. 



o Collects    and maintains data for training and transition agents.  
o Maintains product mastery by attending calibration sessions and taking in tier 1 calls.  
o Accountable for achieving individual training performance metrics. 

Transition Advocate 
DirecTV – AT&T 
Convergys Philippines, MDC100 Eastwood City, Libis, Quezon City 
Dec 2017 – May 2018 

o Provides real-time support to Transition agents while they are taking in calls. 
o Audits calls, identifies strengths and opportunities then coaches agents for improved performance during Transition. 
o Partners with Team Leaders and Training to manage agent performance. 
o Conduct team meetings and discussions with the agents based on updates, findings, and performance. 
o Support and coach identified production agents failing Scorecards for 3 consecutive months to prevent escalations. 

 
Technical Support Associate I 
DirecTV – AT&T 
Convergys Philippines, MDC100 Eastwood City, Libis, Quezon City 
Jun 2016 – Dec 2017 

o Provides support to customers calling for assistance with their TV service, application, and bill. 
o Process orders for customers who need an upgrade, replacement, and tech appointments.  
o Upsell plans for customers to help them maximize their service. 
o Accountable for achieving individual agent performance metrics. 

Floorwalker  
Verizon  
Convergys Philippines, MDC100 Eastwood City, Libis, Quezon City -   
Dec 2014 – Jun 2016 

o Provides real-time support to transition and tenured agents depending on production needs. 
o Audits calls, identifies strengths and opportunities then coaches agents for improved performance. 
o Partners with Operations to create action plans based on data analysis. 
o Partners with team leaders and training team to manage agent performance. 
o Conduct team meetings and discussions with the agents. 
o Create and maintain a Dashboard for Transition agents. 

 
Technical Support Associate II 
Verizon 
Convergys Philippines, MDC100 Eastwood City, Libis, Quezon City 
Sept 2013 - Dec 2014 

o Provides support to customers calling for Internet, Email, and Phone assistance. 
o Assist customers in installing antivirus on multiple devices. 
o Coordinates with a higher level of support and different departments to meet customers’ needs.  
o Accountable for achieving individual agent performance metrics. 

 

Educational Attainment:  
 
Undergraduate - BS Information Technology  
University of Baguio 
2009-2011 
 
 

 
_____________________________ 
       Francess Mae Masangkay   
 Applicant        


