
Ioana R. Schiopu 


131 Ranchview Place, N.W.

Calgary, Alberta, T3G 1H7 Canada

Cell: 403-390-4447

Home: 403-241-7752

E-mail: ioanar@hotmail.com


Personal Details:

Date of Birth: July 11th, 1976

Citizenship: Canadian

Mother Tongue: English

Marital Status: Single

Health: 100% Healthy

Education and Courses 
2004
University of Calgary, Calgary, Alberta
Bachelor’s of Arts – English



Bachelor’s of Arts – Psychology
2006
New Era Technology, Calgary, Alberta

Microsoft Excel I and III 

2006
NT Services, Calgary, Alberta
Anti-Money Laundering Seminar

2006
Southern Alberta Institute of Technology (SAIT), Calgary, Alberta

Macromedia Dreamweaver 

1995
International Correspondence School, Montreal, Quebec

Pharmacy Assistant

Work Experience 

2006 to Present 
LIVIA SOFTWARE INC. - Instructor/Documentation Specialist

· Generated Microsoft Office documents (i.e. PowerPoint, Word, Access, Excel, and Visio industrial diagrams for instruction purposes.

-
Analyzed and implemented different learning techniques.

-
Developed lesson plans, exams, and guidelines for students.

-
Tutored elementary and high school level students in Math, English, and Science.

· Taught Microsoft Office, Visio and Front Page to Engineering professionals.

· Taught Adobe Dreamweaver and Adobe Photoshop to aspiring art students. 
· Created Advertising and Promotion materials for the Production and Education departments. 

· Installed software and hardware, and was involved in maintenance and troubleshooting. 

· Executed extensive transcription of C++ and Visual Basic programs to be used in training. 

2006 to Present 
IOANA SCHIOPU PHOTOGRAPHY – Freelance 
-
Engagement and Wedding Photography

-
Model / Actor Head Shots

- 
Model Portfolio Shots

-
Freelance Nature and Fine Art Photography

2006
NETELLER (NT Services) - Resource Page Specialist

· Created Contact Centre (CC) Intranet Resource Site using Macromedia  Dreamweaver and HTML Unicode.
· Created and implemented advanced search engine for the CC resource page.
· Created various "mailto" Forms to gather input from CC agents and send output to Senior Agents, Supervisors and/or other departments.
· Trained agents on using the site, and provided verbal, e-mail, and Windows 
Communicator chat support.
· Tested functionality of site multiple times using selected unique testing groups 
to acquire constructive feedback.
· Maintained site on a daily basis and was involved in its troubleshooting and expansion.
· Collaborated with various departments to acquire accurate and up-to-date information, and discussed ways to communicate that information to CC agents.
· Collaborated with the Marketing department on various marketing campaigns and implemented a section devoted to their unique department. This section contained active links, quizzes, scripts, and instructions. Furthermore, assisted with the distribution of prizes, marking of quizzes, and informing agents of any campaign updates.
2005 NETELLER (NT Services) - Quality Assurance (QA) 

· Monitored phone calls, chats, and emails

· Prepared periodical emails to coach agents on recurring errors

· Coached agents, and provided guidance

· Administered 3-month exams

· Created by-weekly reports for the QA department as well as for individual agents

· Used proactive approach to decrease errors and regularly offered positive feedback to improve agent productivity.

· Successfully used own judgement to identify problems with agents and approached situations objectively in order to achieve positive results.

· Achieved and maintained positive relations with agents, peers, supervisors, and 
managers.

· Updated and maintained the Resource Page (shared folder where active documents were kept, updated, and downloaded for easy access).

· Worked in Word, Excel, and HTML to create documents for the Resource Page.

· Ensured that all information used by agents and all the information found on the 
Resource Page was accurate and used properly. 

· Worked overtime when needed to ensure projects or tasks were completed in a timely manner.

· Successfully handled multitasking between QA duties and maintaining the Resource Page

· Prepared for upcoming projects and/or tasks in own time to become familiar with 
needed resources, i.e. KMS (Knowledge Management System) and Macromedia 
Dreamweaver.


2003 NETELLER (NT Services) - Email Agent / LivePerson Agent / Senior Customer Service Agent

· 25 months experience in Customer Service-related issues (EFTs, InstaCASH, 
reinstatement of InstaCASH, NSF transactions, NSF fees)
· 13 months full-time experience on emails
· 8 months experience on training new employees
· Analysis of transactions, amount owing, and fees.
· Multitasking between phones, LivePerson chats, and emails.
· Superior typing skills, emails always answered in a timely manner.
· Excellent writing and verbal skills
· Ability to stay on top of things in a high-paced environment
· Ability to focus on different tasks at the same time
· Positive resolution of escalated calls
· Supervisory skills (answer questions, monitor call volumes, monitor email 
volumes, CSR mass emails, escalations, increased account permissions)

1998
IONIX SOFTWARE INC. – Administrative Assistant 
-
Phone answering and customer service 
-
Brochure and company literature design 
-
Distribution of promotional demo diskette 
-
Extensive data entry 
-
Scanning and graphics manipulation, including OCR conversion 
-
Software installation  

Volunteer Activities 

-
2003 - Present - Dreams Take Flight charity (donations, security, and data entry) 
-
White Ribbon Campaign and World Famine Campaign 
-
Peer Counselling, Math and English Tutoring, Psychology Research Experiments
-
1998 Home & Garden Show, Calgary, display setup for DigiNova. 

Relevant Skills and Experience 

· Languages: Romanian
· Travel: England, Romania, Hungary, Germany, Holland, United States of America, Korea.
Interests 
 -
Photography, reading and writing, research projects, travel. 

