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Statement of Originality and Confidentiality 
 
► This is the portfolio or Roman Mercado. All 
information is a product to be used to demonstrate 
my work experience and related skills. Please do not 
copy without permission. 
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Introduction 
 
 
With 12 Years experience in the BPO industry, mostly 
9 years experience in the Telco industry. I have 
developed my analytical, technical, flexibility and 
communication skills from working directly with 
customer and clients, which means I am well 
prepared to work on all changes, developments and 
enhancements for all systems, products and 
upgrades. 
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Career Summary 
 
 

Project Coordinator: Coordinate the projects delivery, resources and 

subcontractors. Provide timely, supportive and high-quality service to contractors via 
phone and email correspondence.  
Scheduling of work for in field contractors and follow up to collect updates and 
completed documents. Manage escalation when required. Arrange access to sites for 
internal and external workforce. Provide timely reporting of projects progress. Data 
entry, updating status and follow up on job orders. Advise the Program Manager or 
Senior Project Manager on areas for improvement 
 
 

Order Manager: Responsible for receiving new work and then verifies order 

data received from Sales gathering additional internal data and external customer 
provided data and submitting the order for processing. OM also coordinates with 
different segments/departments about the status of the order. Demonstrates efficiency 
and prioritize Customers Escalations and assists in giving effective issue resolutions in 
delivering the service. 
 
 

Customer Support: Support clients and customers either technically or 

process information using system generated solutions. Troubleshoot, Analyze and 
resolve technical issues. Gather necessary data for issue replication, problem 
determinations for escalation. Diagnose and resolve technical software issues, billing, 
email queries, and such other task. 
 
 

Quality Assurance: Review the quality output of the file based on the given 

project specifications. Responsible for developing specific quality procedures based on 
the project’s output and accuracy requirements. Perform inspection and evaluation of 
the files before delivery to client. 
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Goals 
 
• Obtain a job where I can utilize my skills and develop skills to further my career. 
 
• Future my knowledge in as a Business Manager 
 
• Use my skill set to help obtain goals of the company I work for. 
 
• Make the people that I am surrounded by the best they can be. 
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Samples of Work 
 
 
Scheduling process, updates and job completion spreadsheet. 
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Certificates and Awards 
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