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Rodel V. Maneclang
Mob: +973 36 222 490 / email: rodel.maneclang@gmail.com
=====================================================================================
Objective:

Seeking a challenging position that will fully utilized my acquired skills, abilities, and experienced and to enhance my career in a fast growing reputable organizations.

====================================================================================
Summary of Qualifications:

Organized, flexible, hardworking, motivated and reliable individual who is able to work independently and meet deadlines
Enjoy working with people of different nationalities and will be an asset to any company. 

A person who has an attitude of “Never Say NO”

=====================================================================================
Skills:

Microsoft Office (Word, Excel, PowerPoint, Publisher, Access)

DMS – Dealer Management System
CDK - Carriage
Knowledge in Cognos and EDW Portal, Lotus Notes, 
Able to speak and understand Arabic Language, with valid Bahrain Driving License
=======================================================================================
Major Achievements:
· Achieved monthly target for 4 consecutive years with an average of 104% for CJD

· Successful implementation of the centralized call center within 3 months for Behbehani Brother

· Developed new project called “Balikbayan Cargo” and been successful during my interim with a monthly GP of 100% per full load container in Skynet Worldwide Express
· IBU Winner for “Most Improved Country” for the year 2006 in TNT Worldwide Express
· No. 1 in handling Mystery Shopper for the whole Middle East in TNT Worldwide Express
· Successful in migrating/centralizing the call center into one place that a customer can contact 1 TOLL FREE No. for their related bookings and inquiries for TNT SAB Express in Jeddah KSA

Certificates:
· Basic Bookkeeping – Awarded by PICPA and OWWA Bahrain

· Advanced Bookkeeping – Awarded by PICPA and OWWA Bahrain

· Certified Service Advisor – Awarded by FCA Middle East

· Certified Service Manager – Awarded by FCA Middle East
Job Experienced:
Behbehani Brothers Wll. Bahrain

Service Supervisor – Chrysler, Jeep, Dodge and Ram Brands
1 February 2014 - up to present

Personal Accountabilities

Control of Service Reception Area
· Ensures that Reception area is well managed and operates smoothly for high level of efficiency and customer satisfaction. Depute for Service Manager in his absence for continuity of workshop operations.
Customer Satisfaction
· Ensure high level of Customer Satisfaction for customer retention and business development

Pre-Booking
· Carry out pre-booking of vehicles for service, to ensure proper workshop loading.

Vehicle receiving and delivery
· Ensure vehicle is received efficiently and in a professional manner to assure customer that his 

vehicle is in safe hands.

· Ensure proper delivery of the vehicle to the customer.
· Ensure job card is opened efficiently and accurately for quick and correct execution of the job.
· Follow-up (during service) to ensure timely delivery of the vehicle to customers, with jobs

carried out completely.
Billing / Invoicing / Costing Clerk / Receivables and Payables

· Receiving and sorting incoming payments 

· Issuing bills, receipts and invoices to customer

· Ensure all clients are informed with their outstanding debts and deadlines
· Prepare reports on billing activity with clear and reliable data

· Manage the status of accounts and balances and identify inconsistencies
· Prepare a credit note for wrong billing
· Ensure that Estimates are properly allocated within the specific job lines and discounts is 
applied
Communication – External / Internal
· Ensure effective personal and telephonic communication with customers regarding charges,

approvals and negotiations.

· Ensure equally clear and concise communication with foreman regarding job.

· Maintain high level of motivation and morale in the team and ensure development of the staff,

to achieve high level of employee satisfaction and thereby high productivity and customer

satisfaction.

Behbehani Brothers wll, Bahrain

Call Centre Supervisor / Department Head – Reporting to General Manager
21 September 2011 – 31 January 2014
Personal Accountabilities
Managing the customer service team in a booking centre through implementation of the customer service business plan and excellent people management practices, resulting in improved financial, people and customer results

· Arranging service appointment as per company guidelines and policies

· Answering a high volume of calls and maintain a rapid response rate according to agreed standards

· Log information of calls received where required and maintain detailed and accurate records

· Maintain and update continuously by local knowledge and by local means, a log of availability of staff likely to receive inbound calls

· Communicate and liaise verbally and in writing between customers/suppliers/visitors and relevant staff and interpret  and respond clearly and effectively to spoken request over the phone or in person, and to verbal or written instructions

· Establishing and maintaining effective working relationships with co-workers, staff and general public.

· Prepare and analyze weekly report and send to each brand manager and general manager of the company.

· Conducting CSS Survey with all customers and highlight concerns to the management with a follow-up of action plan.

· Pro-actively contacting customer who didn’t show up for their service appointments.

· Checking recall campaign / service campaign for all brands (Audi, VW, Porsche, Chrysler, Jeep, Dodge, Alfa Romeo and Fiat) and add it on to service booking.

· Checking parts availability for customers inquiry

Skynet Worldwide Express division of Orient Express Logistics, Bahrain

Sales Supervisor – Express, Airfreight and Sea Freight
21 September 2010 – 01 September 2011 
Personal Accountabilities

Provide the required support to the sales team in business development of the trade lane and to ensure deliverance of overall organizational objectives. To improve overall sales performance both by volume and profit by developing the designated route of each and every sales executives as well as pushing them to achieve their individual weekly targets. Set a weekly meeting to discuss sales performance and trained them on areas that needs further improvements.
· Liaising and negotiating rates with customers and suppliers (Express, Airfreight and Sea Freight)
· Developing business by gaining new contracts, analyzing logistical problems and producing new solutions.
· Coordinating and controlling the order cycle and associated information systems;
· Analyzing data to monitor performance and plan improvements and demand;
· Allocating and managing staff resources according to changing needs;
· Motivating other members of the team;
· Project management and planning
Bahrain Gas Co. WLL, Bahrain
Call Centre and Operations Manager – Reporting to the Owner of the Company
9 September 2008 - 21 September 2010

Personal Accountabilities

Provide recommendations to management and contribute towards strategic decisions with regards to policies, marketing and new tactics based upon comprehensive financial analysis and analysis of other relevant measurements of call center operation in order to achieve the best output and profitability.
· Provide accurate information on a daily/weekly and monthly basis to be detailed base on the given target

· Gather data into relevant format and analyze all aspects

· Ensure collation of and daily/weekly/monthly communication

· Develop and maintain processes for gathering service performance information for the purpose of analysis

· Document process flows of call center procedures
· Attending calls and customer queries

· Complaint management

· Daily and weekly meeting for all call center staff and distribution personnel

TNT International Express, Bahrain

Customer Service Team Leader / Department Head – Reporting to General Manager
12 March 2005 – 3 September 2008

Personal Accountabilities
Managing the customer service team in a contact center through implementation of the customer service business plan and excellent people management practices, resulting in improved financial, people and customer results
· People Management

· Coaching and performance management 

· Customer satisfaction and retention

· Resource management

Logistics Coordinator for HP and Cisco Parts (Secondary Job Responsibilities)

Managing the Cisco and HP Logistics for a period of 2 years and 4 months in addition to my role as CS Team Leader 

· Managing all inbound transactions for Cisco and HP which includes proper monitoring, clearance and delivery of shipment.

· Delivering parts to the customer, base on the specific timeframe given by HP or Cisco.

· Managing the inventory control sheet

· Maintaining parts and pull out to a non-bonded area.
· Arrange parts and put back on their specific shelf.

TNT International Express, Jeddah Saudi Arabia

Customer Service - Major Accounts

29 May 2002 – 12 March 2005

Personal Accountabilities 

To build and maintain positive relationship with Major Accounts customers by providing excellent and dedicated customer service through frontline and support activities

· Pro-activity

· Complaints management 

· Internal communication 

· Selling

· Inbound Transactions

· Administration 

United Commercial Agencies, Jeddah Saudi Arabia
Medical Coordinator / Secretary

10 October 2001 – 29 May 2002

Personal Accountabilities 

To ensure that all claims submitted by customers are process on time through daily follow-ups with all adjudicators and payables department
· Processing and releasing claims given by the adjudicators.

· Sending and receiving fax for all incoming medical approvals.

· Updating system for all incoming members and renewed companies

· Analyze monthly claims and check if all are entered on the systems.

· Fax or email all Medical / Insurance Policy to all hospital providers.

· Print / edit / design medical cards thru the given format by the company or make a recommendation / suggestions if needed.

RFS Co. Ltd. Licensee of McDonald’s International, Jeddah Saudi Arabia

HR Secretary / Training Coordinator – Reporting to Human Resources Director
19 April 1999 – 5 July 2001

Personal Accountabilities

Assisting HR Director with all his daily activities as well as ensuring that all HR job rules act on time without supervision.

· Prepare and fill up all documents and application forms needed for newly hires employees, e.g new hire forms, employee master file, uniforms, temporary iqamas, contracts, handbooks and orientation

· Updating in system Penygon all the renewed documents of employee for proper monitoring

· Attending all the request of the restaurant, like nameplate, uniforms, handbooks, memo’s, and reprimand letters.

· Preparing all the pertaining documents of employees who will be going for vacation or resigned

· Arranging a travel ticket for employees going for leave

· Ordering a stocks of uniforms, medicines, forms and other human resources related materials

· Visiting employee accommodation to ensure that employees have a suitable living condition

· Conducting  rap session survey to know the ongoing issues of employees and forward the results to Store Manager for action planning

=====================================================================================
Personal Data:
Birth Date

:  27 January 1976
Nationality

:  Filipino
Status


:  Married
=======================================================================================
Educational Background:

College


:  Guzman College of Science and Technology  

Degree


:  Diploma in Radio Communications
Year Graduated

:  March, 1998

=====================================================================================

Character References:

Available upon request
�








email: rodel.maneclang@gmail.com





Mob: +973 36 222490 

