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OBJECTIVE: Service Coordinator

HIGHLIGHTS OF QUALIFICATIONS

· Certified Professional Home Inspector Designation – InterNACHI International Association of Certified Home Inspectors USA/ Canada
· Excellent communicator with 10 years’ experience working in a call center environment both in office and remotely. 
· Ability to handle large call volumes daily while resolving service-related issues in a timely manner.
· Excellent communication skills Customer service Strong client relations
· Listening skills Creative problem solver Strong organizational skills Fast learner
· Data collection, Data entry Documentation, Email
· Top sales performer
· Training development - Help Desk

Technical Skills

· Avigilon ACC6 Software 
· Dynamics365 / Business Central 
· Sales Force/ SaaS
· Troubleshooting various HVAC / Alarm equipment issues over the phone
· Video Analytics Reporting/ monitoring /troubleshooting and servicing these equipment’s
· IET/W-6 scheduling software Symposium Telephone system Brio Enterprise5.5
· CISversion.5.13/ ICSS
· ICSS
· Clarify5.5 /6.0
· Outlook365
· ADP/Peregrine Service Center software
· Familiar with these alarm panels DSC, G.E. NX-8E, DMP, Honeywell /Vista Pro, Ademco, paradox




· Worked with company systems such as Live Support and diligently completed.
all assigned tasks, working overtime as needed.
· Professionally processed 80+ calls per day, providing information and service to
ensure customer satisfaction.
· Cross-sold services at a rate of 40%, upgrading customers to different plans and
product packages.
· Responsible for handling customer account inquiries, accurately providing.
· Information to ensure resolution of product/service complaints and customer -
Satisfaction.




Professional Experience:

Facilities Coordinator,
Acquire Facilities Management Services- in office / remote 

Feb 2022 to Present

Responsibilities, utilizing Predictive Equipment Monitoring (PEM) software to verify and confirm proper operating Parameters of HVAC and Refrigeration systems and their performance levels.
Review alarm data base for HVAC & Refrigeration equipment and dispatch service request based on findings, provided remote troubleshooting assistance for new and existing equipment installations for field technicians as required
Collect and compile operational data to assist in the preparations of reports and documentation for our Communication and management teams
Prepares source data for computer entry by compiling and sorting information.
· Processes customer and account source documents by reviewing data for deficiencies.
· Accurately enter data into corresponding fields within various software programs.
· Maintains operations by following policies and procedures and reporting.
· Maintains customer confidence and protects operations by keeping information confidential.
· Contributes to team effort by accomplishing related results as needed.
· Filling in for a variety of job duties that may be required as coworkers are on vacation

Homex Labs Virtual HVAC USA/Canada Remote Work

Sept 2020 – Feb 2022

· Speak with residential, commercial customers via live chat, schedule engine live voice (SEL), and email channels, supporting multiple 3Phvac companies throughout the United States and parts of Canada taking ownership of their customers’ hvac needs sales/ service and managing them to completion.
· Educate customers about membership opportunities and benefits
· Find creative solutions for customers issues, utilizing a network of service partners.
· Guide customers through potential solutions to find the best match for them, book services and ensure completion/ satisfaction
· Build sustainable relationships and trust with customers through open and interactive communication.
· I am confident at troubleshooting and investigating customers issue via live voice 
· Booked service calls as required to repair, replace, or install new equipment onsite. 

Sept 2018 –   April 2020
Avante Logixx
Logistics /Analytics Coordinator Worked in office/ remotely				

· Streamed-lined parts process from the warehouse to the end user clients 
Ensured all parts picked/packed for service technicians
· Provided quotations to clients on all parts and upgrades for equipment 
· Processed all warranty parts/ equipment returns 
· Supported manager on updating part numbers in CRM and created parts orders / RMA’s
· Provided basic troubleshooting steps over the phones for DSC, Honeywell, DMP, G.E alarm panels  
· Coordinated service calls for Video Analytics, cameras, DVR/NVR both analogue/ IP type equipment’s issues 
· Monitored all analytics sites daily thru ACC6 Avigilon Client software and followed up with clients to advised on non-visibilities of cameras and scheduled service calls accordingly with residential and commercial clients
· Analyzed all data reports, investigated issues from ACC (Avante Control Centre) Nightly Video / Camera Reports for errors, offline sites, or sites with camera issues i.e., black screen RSTP/ URL errors, fail login and fail to connect
· Coordinated and scheduled all subcontractors for video/camera/analytics related type service calls
· Retrieved video footage for client’s identification and confirmations of events on property 






Feb. -Sept. 2018
Dupont Heating & Air Conditioning Ltd.
Service Administrator – HVAC (Part-Time) 
Provided Administrative support to office manager and owners of company by handling all mails including snail/electronically and fax, responding to and directing to relevant staff
Processed purchase orders for parts and HVAC Equipment, RMAs with various vendors  
Maintained the department filing system by entering alpha/ numeric data and sales/services
Took incoming calls and followed-up with customers, providing information on the status of their service call.
Dispatched and scheduled service/ installations calls, to 12 service technicians
Kept track of all service-related issues to maintain an efficient system and to keep customers coming back 


June 2017 to Feb 2018
GTS Services Fan Coil/ HVAC Ltd
Managed service technicians in the field, liaised with property manager’s daily resolving unit owners /tenant’s issues with their fan coil/ ERV/ Heat Pump equipment’s.
Handled all escalated issues in a timely manner, resolved most service-related issues the same day.
Investigated deficiency reports from duct cleanings and fan coils inspections e.g., rusted valves/ faulty Actuators, Mold in fan coil units rusted drain pan trays
Provided quotes for fan coil replacements/ mold remediation
Scheduling / Dispatching/ Ordering Parts for repairs


August 2016 to June 2017
Ontario Consumers Home Services / Simply Comfort - North York, ON
Service Dispatcher received and coordinated all incoming calls between customers, managers, technicians, and all other departments daily
Provide accurate and reliable information by text, telephone, email or in person to managers and technicians troubleshoot equipment issues over the phone sourcing parts 
Prepare orders for technicians and inform clients of appointment times 
Schedule and dispatch technicians to appropriate locations around the GTA according to the customer’s request monitor and investigate volume discrepancies and complete inventory reporting as needed. 
Respond to urgent demands to restore service and schedules 
I was also responsible for ordering parts for various repairs or equipment replacement
Maximize process efficiency through effective collaboration with work team

December 2014 to May 2016
Mobile Supervisor Commissionaires Great Lakes - Toronto, ON 
Mobile support / Alarm Response operative my duties involved various Government buildings patrols, responding to various alarm calls conducting site visitations report writing working as a backup support unit for the Toronto District School Board alarm officers, when necessary, provided escort service for bank technicians when necessary while conducting service repairs on the various ATM machines as well as bank vaults at various locations throughout the GTA.

June 2013 to December 2014
Knightsonguard Security Service Pickering Ontario - Pickering, ON 
 Mobile operative subcontracted for all Toronto Transit Commission Complex provided mobile support. I was responsible for mobile patrol of the entire complex to prevent vandalism to the public commission vehicles including buses, trains, and the prevention of unauthorized people at track level deterring such unlawful acts according to TTC bylaws.

October 2012 to June 2013
G4Secure Solutions Toronto Ontario.
Mobile Division, Operative I am responsible for responding to all York Region District School Board alarms and providing Bank service technicians escort when repairing ATM machines, Branch service requests for repairs or service to their vaults at various locations throughout the GTA. Coverage ranges from the downtown core to Cannington / Beaverton Ontario.
I am also responsible for providing field support to all job sites when needed. My duties consist of report writing, building patrols York Region parks patrol. Ensuring that all bylaws are being kept and the public is adhering to all applicable Laws and regulations i.e., no fishing, swimming etc.

April 2012 to September 2012 Part Time 
Investigators Group: I was responsible for retail loss prevention at various retailers throughout the GTA.
I worked undercover security and was responsible for the apprehension/ arrest of all shoplifters and handing them over to the Police in the region that I was assigned to work that day. 
 I worked for Canadian Tire Cooperation, Food Basic, Fresh Co Ltd, Indigo Book stores, special events as well as private residential / business functions

Oct 2008 to April 2012
ADT AdvanceIntegrations/ Interconsecurity Toronto, Ontario
Customer Service / Mobile Operative Intercon Security Protective Services Mobile Division, Mobile operative responded to various Burglar alarms provided field support conducted building patrols.
 ADT Monitoring Center, Monitoring Station duties were to monitor bank cameras, providing remote access control answering all calls in a timely manner
Cross-trained and provided back-up for customer service representatives when needed
Ensured superior customer experience by addressing customer concerns,
Demonstrating empathy and resolving problems on the spot.


July 2008 to October 2008 Contract position
Operations Manager Vangent Canada Mississauga, Ontario
Implemented new processes and systems for improving customer service satisfaction.
Managed quality communication, customer support and product representation for each client.
Investigated and resolved customer inquiries and complaints in a timely and
empathetic manner.

January 2007 to June 2008
Direct Energy Essential Services / BlueFlame Heating North York , Onatrio
Warranty and Parts Coordinator 
Served as the main liaison between customers management and sales team
Restocked inventory every month and reviewed cash operation data to verify proper replenishment.
Scheduled weekly inventory pickups and deliveries with vendors Prepared and sold
broad range of customized merchandise to individuals and commercial accounts.
Participated in physical inventory counts weekly, monthly, quarterly and handled all warranty parts claims from suppliers / customers 
I was also responsible for dispatching all service calls to various customers residential, commercial, while managing the job board booking techs on and off schedule, ordering parts to repair HVAC type of equipment daily.

August 2007 to December 2007
Savaria Concord Lifts Brampton- Contract
My duties included answering all incoming calls, faxes and emails from dealers and service providers within Canada and the United States and processing their orders in a timely manner. I followed up with all customers to advise of receipt of purchase orders if parts are not available then advise of any lead times. Part of my daily responsibilities was the roll of assistant technical support administrator, where I receive incoming calls for repairs, all technical trouble shooting issues in the field and warranty parts request. I would take their information and provide a time frame for a call back from a technical support analyst to have their problems on the job resolved within the set turn around guidelines, preparing and issuing all Return Material Authorizations for our dealers and preparing quotes for our custom orders. 
Technical training on the following Savaria Concord manufactured products, Vertical Lifts, Inclined Lifts, Stair Chairs, Telecabs and Elevator installation trouble shooting procedures.

June 2006 to January 2007
*IBM Canada -Contact Center Rep Markham, Ontario
Customer Service Rep lvl 2 Contract Position
Providing advice, information, and assistance to callers
Attempting to resolve all inquiries on first contact with the caller.
Making sure that all telephone calls were answered promptly
Dealing with a customer’s queries, requests, orders, or complaints
 Following up with customer’s by calling them back
Research required information for callers using available resources. Essentially
Receiving up to 50 incoming calls from customers daily Involved in processing orders,
forms and applications
Identifying and escalating priority issues or customer complaints.
Sending emails to clients answering their inquiries
Taking ownership on all calls and queries answered
Arranging appointments for engineers to attend premises & make repairs.

*May 2005 to June 2006
CIBC Wealth Management -Contact Center Rep Transfers dept Toronto, Ontario
Customer Service Contract Position
Managed a high-volume workload within a deadline-driven environment resolved
an average of 200 inquiries in any given week and consistently met performance
benchmark in all areas (speed, accuracy, volume)
Provided effective communication and customer service support to the sales,

*August 2004 to April 2005
CCSI Technology Solution/ Compucom Mississauga, Ontario Contract Position
Customer Service Earned award for most trouble tickets resolved in a month 3 times.
Supported over 9 departments with over 200 employees
Trained new help desk staff on procedures and performance standards.
Coordinated help desk support to facilitate resolving all help desk technical support Issues
Dispatching service technicians to various US based banks to repair hardware software issues, server issues 
Answered over 100 calls and emails to support software and hardware issues
Documented problems and resolutions using an internal ticket tracking solution program
Maintained detailed knowledge of company owned application software.
Rotated off hours and on call schedule to support users and systems

January 2003 to July 2004
Computer Resellers Toronto, Ontario
Human Resources Assistant Contract Position 
Coordinate various HR projects, including updating hundreds of job descriptions,
employee handbook, and competencies for annual evaluations.
Create and maintain job postings on internal applicant tracking system and Internet
job boards.
Source candidates using resume databases, networking, internet job boards, cold
calling, media advertising, third-party recruiting firms, and employee referrals.
Process employment applications, evaluate qualifications, conduct interviews, make
hiring recommendations, and maintain current records on status of personnel requisitions

September 1999toSeptember 2003
Enbridge Gas Distributions Willowdale/ Markham Ontario
Customer Service Representative / Team Manager 
Customer service representative inbound daily functions answering all calls for service, sales & quotes for fix rate pricing natural gas and home renovations.
I also worked as escalation team lead handled all escalated calls from frontline staff to reduce turnaround time resolved most calls within the same day
Managed the Executive Correspondence department team of six representative
Conducted compensation investigations and liaised with finance department
for Enbridge Gas Distributions.
 Worked under strict deadlines and responded to service requests and
emergency callouts
Dispatching service calls to technicians in the field daily monitoring their workload
 Investigated and resolved customer inquiries and complaints in a timely and
empathetic manner
 Handled all the clerical duties and activities of the organization like- answering
phone calls mail, completing other computer related activities
communicating with customers to understand their queries and
problems, responsible for compiling and keeping records of important files and documents


Educational Background / Certification 

Certified Professional Home Inspector Designation – InterNACHI International Association of Certified Home Inspectors USA/ Canada.

I am certified through Active Canadian Emergency Training 
 First Aid Level – C
CPR Level - C & AED.

Seneca College Newnham Campus 
Managerial Course work- Communication in supervision – Human Relation in supervision.
Human Resources Management

Online Courses-Interplay Learning Inc.
HVAC Systems 
HVAC Supplies
Fundamental Electrical Concepts
Introductions to Refrigeration Systems
Evaporators and Condensers 
Temperature, Pressure, and Heat




	


