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To whom it may concern,
In my role as Operation Manager (Customer Service and Tech Support teams), I have proven to be a reliable, professional and efficient manager. Given my responsibility to manage a 30+ locally and overseas, but also be primarily responsible for business continuous improvements and performing important tasks in a high-pressure environment. 

I have continually strived to improve the functionality of my workplace by developing and implementing processes and procedures. I was repeatedly commended for my ability to pinpoint areas for improvement and to execute successful solutions on efficiency problems, manage staff performance and appraisals, and establish a top-performing team.

The company that hires me would benefit from my superior skills in the following areas:

· More than 10+ years’ experience managing teams locally and overseas

· Serving as a reliable and trusted assistant to several senior executives 

· Strong experience managing processes, policies and procedures

· Supervising and hiring staff; administering records management systems, event planning; preparing reports and presentations

· And what I consider the most important, a reliable, responsible and trust worthy team player.

I believe that my combination of experience, skills and positive attitude makes me an ideal candidate to related positions.

If there is any more information you would like me to provide, please do not hesitate to contact me.
Sincerely,

Marlon lee.
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EXPERIENCE
06/2016


NTT Data Services




Helpdesk Senior Manager

· Determines account operational strategies by conducting needs assessments, performance reviews, capacity planning, and cost/benefit analyses; defining user requirements; establishing technical specifications, and production, productivity, quality, and customer-service standards; contributing information and analysis to organizational strategic plans and reviews.
· Maintains and improves accounts operations by monitoring system performance; identifying and resolving problems; preparing and completing action plans; completing system audits and analyses; managing system and process improvement and quality assurance programs.

· Accomplishes operation human resource objectives by recruiting, selecting, orienting, training, assigning, coaching, counseling, and disciplining employees; administering scheduling systems; communicating job expectations; planning, monitoring, appraising, and reviewing job contributions; planning and reviewing compensation actions; enforcing policies and procedures.

· Prepares operation performance reports by collecting, analyzing, and summarizing data and trends.

· Maintains professional and technical knowledge by tracking emerging trends in the business operations management; attending educational workshops; reviewing professional publications; establishing personal networks; participating in professional societies.
· Prepare headcount projections based on attrition and align those with the actual cost model and determine if the incoming volumes can be managed with the actual staff.
· Weekly meetings with the external customer (account), Customer Delivery Executives, Customer Executives and the Service Management team to review performance and establish corrective actions if needed and strategic continuous improvements plans 
05/2013


Dell Panama



EUS Technical Support Manager I
· Determines account operational strategies by conducting needs assessments, performance reviews, capacity planning, and cost/benefit analyses; defining user requirements; establishing technical specifications, and production, productivity, quality, and customer-service standards; contributing information and analysis to organizational strategic plans and reviews.
· Maintains and improves accounts operations by monitoring system performance; identifying and resolving problems; preparing and completing action plans; completing system audits and analyses; managing system and process improvement and quality assurance programs.

· Accomplishes operation human resource objectives by recruiting, selecting, orienting, training, assigning, coaching, counseling, and disciplining employees; administering scheduling systems; communicating job expectations; planning, monitoring, appraising, and reviewing job contributions; planning and reviewing compensation actions; enforcing policies and procedures.

· Prepares operation performance reports by collecting, analyzing, and summarizing data and trends.

· Maintains professional and technical knowledge by tracking emerging trends in the business operations management; attending educational workshops; reviewing professional publications; establishing personal networks; participating in professional societies.

03/2011


Dell Panama



EUS Technical Support Supervisor
· Maintains and improves accounts operations by monitoring system performance; identifying and resolving problems; preparing and completing action plans; completing system audits and analyses; managing system and process improvement and quality assurance programs.

· Accomplishes operation human resource objectives by recruiting, selecting, orienting, training, assigning, coaching, counseling, and disciplining employees; administering scheduling systems; communicating job expectations; planning, monitoring, appraising, and reviewing job contributions; planning and reviewing compensation actions; enforcing policies and procedures.

· Prepares operation performance reports by collecting, analyzing, and summarizing data and trends.

· Maintains professional and technical knowledge by tracking emerging trends in the business operations management; attending educational workshops; reviewing professional publications; establishing personal networks; participating in professional societies.
08/2009


Dell Panama



EUS L2 - Team Lead
· Provide accurate solutions to agent’s inquiries about customer technical issues on systems, applications or any other environment on which they may need assistance.
· Improve customer service by reducing call handling time and increase resolution rate,

· Scorecard weekly updater and provide metrics information to the team,

· When required, provide mentoring to peers under action or performance improvement plan,

· Analyze scorecards metrics and determine RCA for those not on goal.

03/2008


Dell Panama



GTS Technical Support Specialist 
· Provide accurate solutions to inbound/outbound customer technical issues on system that are covered under gold warranty,
· Improve customer service by reducing call handling time and increase resolution rate,
· Dispatcher and researcher for parts not available in country for the team and when required to the floor,
· Scorecard weekly updater and provide metrics information to the team,
· When required, provide mentoring to peers under action or performance improvement plan,

09/2007 – 02/2008

Dell Panama



SMB Quality Analyst
· Takes / re-assigns pending follow-ups when agents are on vacations, sick or unavailable,
· Manages the voice mailbox (when assigned) and the Kana Email box and notifies agents when our customers contact us back on a timely basis,
· Calls customer if agent is tied up on a call and cannot meet the callback commitment and resets expectations or reassigns the case to a new agent,
· Provides timely information for assigned team in the form of Coaching and Feedback on Proactive Ownership buckets,
· Properly logs all repeat calls in the proper tool to ensure that other groups within SMB Panama receive the information they need to assist with Driving Site Initiatives.
 
01/2006 – 08/2007

Dell Panama




SMB Technical Support Assistant
· Provide accurate solutions to inbound/outbound customer technical issues,

· Improve customer service by reducing hold time, increase call handling and resolution rate,

· Establish an on-going follow up on the effective use of tools that provides high customer experience like Integrated Dell Desktop and Dell Connect as a POC (point of contact),

· Mentor new hires on technical issues and policies and procedures.
09-12/2006

Consejo Municipal de Panama



Public Relationist
· Prepare daily summaries of important news,
· Summon mass media to press conferences,
· Create press bulletins for mass media the days of sessions,
· Photographic and filmic coverage of cultural and sport activities organized by the institution 

CERTIFICATIONS

Microsoft Certified Professional (Windows 2003 Server) – New Horizon
Microsoft Certified Professional (Windows XP) – New Horizon
ITIL V3 – New Horizon
Lean 6Sigma Yellow belt – Florida State University

EDUCATION
2017 – Currently
Bussines Administration with Project management emphasis.


Universidad del Istmo
SKILLS
Motivational – Leadership – Drive for results – Teamwork

