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Professional Summary

Dedicated and expenienced profess onal with a strong background in custom er service and virtual
asmstance, rans toning io remote work in 3019, With a career spanning maltiple rol es in the BPO
industry since 2016, | possess expertise in sal es, cold calling, emal marketing, live chat support,
and patient qualificat on screeming. Currently working as a part-time Customer Service
Representative, | am secking a full-time postion that aligns with my financid and coreer goals
Known for my adaptabality, strong communi cabion skill 5, and comm itm ent te delivenng
excepliona service, | thave in fad-paced environmenis and am eager to contribuie

my skills to a dhnamic ieam.

Work Experience

Freelancing Dec 2019-Present
CRM Proficien sy

HubSpot: Ltilzed for managing disnt relationships and marketing initi atives.
Zoho CRM: Expenenced infracking sales and managing client interachiona
Saleslorce: Familiarwith this comprehensive CRM solution for larger projects.
Trelle Leveraged for project m anagement and chent organization
Monday.com LIsed for project Iracking and m ainl aining dient comm unicalon

Zan dezk: Proficisnt inutiizing this platform for customer support and fidoest mansgam ant,
enhancing dient satisfaction.

Mod Contractor- Customer Service Representative FEB 2022- April 2024
ModSquad - Remots

Used CRM Software such & fendesk and Salesiorce

Create at |easl 15 tickets per hour and handle over 65 calls, chalts and emails per day.
At with the highest levek of integnty and professionaliam in esach Customer interadion.
Researchad issues adress mulliple dalabases 1o fully undersland and address concemn

Patient Qualification S cresner Ot 202 1-April 2022
Studykik Ir CA



LRI EA T Vb RN ATHGT IR eI N THRRIT] phellienT

Eligibility Determinalicn: Evaluated patient shgibility for clinical trials and treatments based on
medical background and specfic aiterna.

Data Collection: Accurately colleded and documented relevanit patient information in
compl ance wilh regul atory standards

Patient Education: Provided comprehensive information about the scresning procsss. cinical
triats, amd ireaiment oplions to patients.

Coordination; Collaborated with healthcare providers, researchers, and clinical teams 1o
enaure effective communication and a smoolh palient experencea

Confidentiality Assurance: Mainlaned patien confidentialty and adhemed 1o HIPAA
Fesfulalons 1o probec! Sendslive infonmation

Foll ow-up Communication: Conducted follow-up calls fo ereure patients understood ther
oplions and addressed any queshons.

Reporfng: Compded and submitied necessary reporis on patient eligibility and scresning
outcomeas.,

Customer Care Representaliv e SEP 2018- DEC 2019
Ibex Global - Kingslon , Kingston

Uzed CRM software and knowledge bases such as fandesk and 5 alesforos

Handling over B0+ calls per day ( inbound and cutbound), and creating tickets for each
interaction

Upsold and ooss-sold add-on purchases to ino eas e sales
Engaged with austomers o understand needs, resolve isswes, and answer produd questions
et and excesded daily sernvice quality and peformance goals

Customer S arvice Rapresen iative Oect 2016- Jun 2017

Condueéni -Portmore

Used CRM software and knowledge bases such as fendesk and Amazon Connect. Make at
least 15 outbound calls esach day, handling up to 10 chats and 3 emails using Zendesk
Documented detaled notes in the CRM syslem to track customer interadions. De-es cal aled
customer complaints using speaaliasd comm unication technigues. Hand ed escalated calles to
readh posilive culcomes . Resolved product and sendice sswes promplly.

EDUCATION

Tacius Golding High School
FESECCITY E SN 0L
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* Administrative Activity * Answering Questions - Appointment Scheduling * Computer
Literacy = Customer Satisfaction = Customer Service * Documeni Management = Enerpelic
* File System * lssue Management * Key Performance Indicalor * Management Review «
Microsolt Excel * Microsolt Office * Mulitasking = Operational Efficiency * Positive
Thinking * Product Sales = Sales Targets * Solution Evaluation = Track Record



