SHELBY D. PAYNE

Address:       8026 Roosevelt St, Makati City, 1230, Philippines
Mobile No.:  0927-425-0009 
Email:           shelbypayne59@hotmail.com


EDUCATIONAL BACKGROUND:

Institute / University: Washburn University
Major: 			Communication Arts/Marketing
Located In: 		Topeka, Kansas 
Attended:                    1979-1984

Institute/University:   Columbia College
Major:                        Film/Video Production
Located in:                 Chicago, Illinois
Attended:	           1989-1992  

 
EMPLOYMENT HISTORY

OPTUM
McKinley Hill, Taguig City, Philippines

Position Title:    Sr. Operational Trainer                       
Position Level:  Managerial
                        Specialization:  Training
                        Industry:            Business Processing Outsourcing
                        Date Joined:      July 2019          
            Date Left:          Present

Duties: I was brought on board to help put into place a training program for US Culture and for communication skills.  I was involved with coaching of the FTEs for active listening and put together modules for conversational skills. The program I developed for Communication dealt with Consonants and vowels and the proper usage of those areas. The program called ENCLAVE was a communication training program that I contributed to with my modules on grammar and US Culture.  The other program called the IREACH tool is one that I worked with to judge and improve the communication skills of the FTEs.

Accomplishments: I was able to help bring up the scores to an average of 95% and that improved the metrics for the account.  I developed a 3-part module for US Culture that is in use at all sites.  The modules I developed improved the NPS for the accounts and this in turn lowered the attrition rate of the employees.  My training modules were able to bring down the top error drivers for the accounts.  This in turn won many awards for the training department from the clients. I handled training classes for our offices in India and Columbia, South America. My passing rate is 100%.

ABBOTT PHILIPPINES
BGC, Taguig City, Philippines
                       Position Title:    Communication Coach
                       Position Level:   Managerial
                       Specialization:   Education/Training
                       Industry:            Business Processing Outsourcing
                       Date Joined:       February    2018            
           Date Left:           November 2018

Duties: My position involved putting together a daily training class for English skills.  I also worked with Operations to coach on an individual basis those agents that needed work on improving their accent. I put into place a training manual that was for used for the training classes that I instructed. 

Accomplishments: I helped to put into place programs for Communications and Customer Service for the employees. I worked with HR for the hiring of new employees and assisting in deciding which applicants to hire. I put into place refresher courses so the agents would be taken off the floor for a two-hour period to update their communication skills. I oversaw three employees from the three departments that I worked directly with and taught how to train and coach.






FREELANCE CONSULTANT FOR ENGLISH AND COMMUNICATION
Metro Manila
         Position Title:	Trainer for English and Business Communication
	         Position Level:	Managerial
	         Specialization:	Training
	         Industry:	            Business Processing Outsourcing
	         Date Joined:	July            2017 (and 2016)	 
         Date Left:	January      2018
Duties: I taught English and Business Communication skills to various clients. The classes were a one-on-one basis and I had my own English manuals that the students would use for each class. My client base consisted of Chinese, Japanese, Koreans and Filipinos. I would teach general English skills and Business Communication. This involved proper sentence structure and composing correct emails.

Accomplishments: I would test my students on a weekly basis to see if they have improved and then base my training on those test results for the next weeks training classes. I found all my students greatly improved their English and Communication skills with my training. I found all my students greatly improved their English and Communication skills with my training.





ONE CONTACT CENTER
Pasig City, Philippines
	         Position Title:	Training and Marketing Manager
	         Position Level:	Managerial
	         Specialization:	Marketing/Training
	         Industry:	            Business Processing Outsourcing
	         Date Joined:	January 2017	 
        Date Left:	June      2017

Duties: I put into place training modules for outbound calls for marketing.  I also developed a training module for Communications and customer service.

Accomplishments: I handled a team of five agents who worked with the marketing department for outbound calls. I also taught training classes for US Culture and Grammar.





During the year of 2016 I worked as a Freelance Consultant. See the above listing.





EPOST EDUCATIONAL LEARNING CENTER 
Pasig City, Philippines
		Position Title:  Assistant Operations Manager/Trainer
		Position Level: Managerial
                        Specialization: Education/Training
		Industry:          Business Processing Outsourcing
		Date Joined:     May           2015            
Date Left:         December 2015

Duties: My job consisted of training incoming employees in the area of Voice and Accent. I developed modules for Grammar and American Accent.  I assisted HRD in interviewing potential candidates and conducted assessments of the candidates.  I had weekly and monthly reports to track the trainees.  

Accomplishments: I put into place training modules on US Culture, American Accent, and overall communication skills.  I taught classes daily for Grammar skills and also Customer Service skills. 







FIS GLOBAL SOLUTIONS
Makati City, Philippines
		Position Title:  Assistant Manager-Training
		Position Level: Managerial
                        Specialization: Education/Training
		Industry:          Call Center
		Date Joined:     September 2010            
Date Left:         June          2014

Duties: My job consisted of training incoming employees in Voice and Accent as it applies to the various accounts at FIS. I have developed modules for Grammar and American Accent. I handle per class about 45 trainees and each class is 6 days in length. The training covered all areas from US Culture to Grammar to Customer Service.  I assisted HRD in interviewing the potential candidates and conducted assessments of the candidates.  I had weekly and monthly reports to track the trainees.  
 
Accomplishments: I assisted with Process training for the various accounts and during my time at FIS I trained over 1000 agents.  I put into place training modules for accounts at FIS and taught those classes as well for process training. I assisted HRD with interviewing new hires.



I affirm all statements within this CV are true and correct.



Shelby D Payne
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