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PROFESSIONAL SUMMARY
WFM analyst turned AI automation engineer with 5+ years in BPO operations and a growing portfolio of production-grade n8n workflows. Specializes in connecting AI models, APIs, and cloud tools to eliminate manual work — from real-time workforce monitoring to intelligent document processing. Certified across n8n, Make, and Zapier, with hands-on experience integrating Google Workspace, Slack, Airtable, and Claude AI into business workflows. Open to remote Virtual Assistant roles where automation and AI skills can drive operational efficiency.
CORE SKILLS

Automation Tools: n8n, Make (Integromat), Zapier, Go High Level
AI & Integrations: Claude AI, OpenAI API, Prompt Engineering, REST API, Webhooks
Platforms: Google Workspace (Drive, Sheets, Forms), Slack, Airtable, SharePoint, Microsoft 365
WFM & Analytics: Real-Time Monitoring, Scheduling, Capacity Planning, FTE Modeling, Excel
Other: CRM Management, System Administration, Technical Troubleshooting, Process Documentation
PROFESSIONAL EXPERIENCE
WFM Scheduler  |  VXI Global Holdings	Jan 2023 – Jul 2023
1. Built and maintained weekly schedules across multiple LOBs aligned to client-defined staffing requirements and short/long-term forecasts.
1. Produced recurring reports covering line adherence, B2P, AUX usage, absenteeism, roster, and capacity files — used directly by operations leadership for planning decisions.
1. Analyzed workforce trends from report data to generate staffing recommendations and flag risks to upcoming service level targets.
1. Served as the primary calibration point between WFM and operations, ensuring real-time analysts were briefed on schedule changes and upcoming updates each week.
WFM Real-Time Analyst  |  VXI Global Holdings	Feb 2022 – Jan 2023
1. Managed real-time monitoring across multiple LOBs for a major internet provider account, tracking agent adherence, queue performance, and staffing levels simultaneously.
1. Served as point of contact for outages, inbound emails, and equitable task distribution across the RTA team — ensuring no reports were missed during high-volume periods.
1. Created and ran on-demand reports to provide LOB-specific staffing recommendations to operations leads.
1. Identified adherence trends and flagged emerging staffing risks before they impacted service levels.
WFM Real-Time Analyst  |  Concentrix	Aug 2020 – Feb 2022
1. Monitored real-time KPIs including line adherence, AHT, and schedule adherence for a high-volume omnichannel retail account.
1. Executed intraday schedule adjustments to protect service level targets during unexpected volume spikes and absenteeism.
1. Produced and maintained recurring reports on absenteeism, agent performance, and real-time workforce data; surfaced actionable recommendations to operations.
Floor Support  |  Concentrix	Sep 2019 – Jan 2020
1. Provided real-time guidance to frontline agents during live customer interactions, reducing escalations and handling time.
1. Onboarded and coached newly hired agents on call processes, system navigation, and quality standards.
1. Identified recurring knowledge gaps across the team and developed targeted coaching resources to address them.
Customer Service Representative  |  Concentrix	Sep 2018 – Sep 2020
1. Handled inbound inquiries, complaints, and service requests for a major omnichannel retail client across phone and digital channels.
1. Maintained high CSAT scores by resolving issues accurately and efficiently while documenting all interactions in the CRM.
Computer Technician  |  Red.com Computer Services	OJT
1. Diagnosed and repaired hardware, software, and network issues across multiple client devices.
1. Installed and configured operating systems and applications; performed preventive maintenance and security checks.
KEY PROJECTS
Real-Time Adherence Monitoring Dashboard
1. Built an Excel-based WFM dashboard consolidating agent status, break/lunch adherence, work assignments, and line adherence metrics into a single view.
1. Reduced per-review monitoring time from 8 minutes to 1 minute — an 87% reduction — by eliminating multi-step manual checks.
Line Adherence Weekly Projection Model
1. Designed a dynamic FTE capacity model that auto-recalculates line adherence projections per interval when the active agent list changes — accounting for RTWO, LOA, PTO, and attrition.
1. Replaced a fully manual planning process and improved forecast accuracy for weekly operational planning.
AI-Powered Automation Portfolio  (n8n)
1. Knowledge Assessment Bot: Auto-generates quizzes from Google Drive uploads, creates Google Forms, distributes via Slack, and delivers instant scoring feedback.
1. AI Bookkeeping Assistant: Extracts receipt data (vendor, amount, tax, payment method) via AI and logs categorized expenses to Google Sheets in real time.
1. AI Customer Support Agent: Handles product inquiries and order management autonomously; smart escalation routes damaged-item and return cases to human agents.
1. Internal Helpdesk Bot: Answers employee questions from a self-updating knowledge base that ingests new Google Drive files automatically.
1. AI Social Media Generator: Triggers AI video creation (Kie.ai) from database entries marked ready — no manual editing required.
1. AI Calorie & Macro Tracker: Personalizes daily nutrition targets, logs meals to Airtable, and provides real-time progress updates against user goals.
CERTIFICATIONS

Microsoft: Microsoft Technology Associate (MTA) — Certified
Automation: No-Code Automation — n8n, Make (Integromat), Zapier, Go High Level
EDUCATION
Bachelor of Science in Information Technology	Graduated 2017
Southern Christian College
