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Strictly Private & Confidential


January 19, 2018


DAISY ABANIZA
Poblacion, Mabini , ComVal Province

Re: 	Apprenticeship Agreement


Dear Ms. Abaniza,

This confirms your Apprenticeship Agreement (the “Contract”) with Nadela Business Center, Inc. (the “Company”), under the following terms and conditions:

1.	Term of Apprenticeship

[bookmark: _GoBack]Your Contract shall be temporary in nature and effective only from January 19, 2018 and shall expire on June 30, 2018 without any need for verbal or written notice.  

It is, however, understood that this Contract may be terminated earlier, should your services be deemed by the Company to be completed and/or no longer required or for cause.

2.	Designated Position and Supervision

For this Contract, you will be designated as Customer Service Representative and you will be under the direction and supervision of an employee that the Company shall provide.

3.	Duties and Responsibilities

The scope of your duties and responsibilities is outlined in Schedule 1, attached hereto as “Scope of Responsibilities,” and made an integral part of this Contract. 

4.	Compensation and Other Benefits

For and in consideration of the services you will render, you will be entitled to compensation and other benefits specifically set forth in Schedule 2, attached hereto as “Compensation” and made an integral part of this Contract.  

5.	Hours of Work

You will be required to work during the working hours and days specifically set forth in Schedule 3, attached hereto as “Schedule of Working Hours and Days” and made an integral part of this Contract.  Please be informed that the schedule in Schedule 3 may change from time to time as the demand of the work needs.  Your place of performance of your work is indicated in Schedule 4.

6.	Compliance with Company Policies

It is hereby understood that your Contract with the Company is subject to the Company’s Manual of Personnel Policies and Procedures and other rules and regulations that the Company may impose from time to time.

7.	No Regularization

The expiration of this Contract or any extension or renewal thereof does not entitle you to become a regular employee of the Company.  Likewise, the Company is not under any obligation to appoint you as a regular employee notwithstanding the period of time you will have worked under this arrangement and/or for any period of service under an extension or renewal thereof.

	This Contract shall not be construed to establish and/or constitute a vested right in your favor for a preferential priority of future employment with the Company.

8.	Pre-Termination

The Company reserves the right to terminate this Contract at any time with observance of due process.  The Company also reserves the right to terminate this Contract at any time even before the expiration for just and/or authorized causes as provided in the Labor Code, for any violation of the Company Rules, account dissolution, poor performance, or for the commission of any act punishable under penal statutes or detrimental to or adversely affecting the operations of the Company.

Should you wish to resign, kindly observe the thirty (30)-day notice rule wherein you are required to tender your resignation thirty (30) days prior to the effective date of the resignation.

9.	Expiration

Your employment with the Company is temporary in nature and automatically terminates upon the expiration of this Contract.  Hence, you shall not be entitled to any severance, separation, or termination pay.

10.	Entire Agreement

This Contract and the Schedules attached hereto represent the entire and complete understanding between yourself and the Company on the terms and conditions of your Apprenticeship agreement with the Company and supersedes any and all prior communications, verbal and/or written contracts between the Company and yourself.

11.	Amendment and Modification

Any amendment or modification to this Contract shall be mutually agreed upon by the Company and yourself.  Such amendments and modifications shall not be binding unless reduced into writing and signed by yourself and the proper officer of the Company.

12.	Accountability

You shall be accountable for all office equipment, supplies, materials and Company-owned properties (the “Company Property”) provided to you, which you shall immediately turn over to the Company at any time upon request during the period of effectivity of this Contract.  Within one day (1) day before the expiration of this Contract, without any renewal or extension, or immediately upon pre-termination thereof, you undertake to surrender to the Company all of the Company Property without need of demand.

13.	Confidentiality 

a.	Any and all information relative to your work and functions pursuant to this Contract is considered confidential and proprietary information in accordance with the Company Rules.  It is hereby understood that you shall keep all information relevant thereto and any other information obtained during the course of your job order arrangement confidential, and you agree that you have no right to disclose such information, in whatever form, including but not limited to, copies, summaries, excerpts, extracts or other reproduction thereof to any third party, except, in each instance, with the prior written consent of the Company. 

b.	You shall be responsible for any breach of the terms of this Section, and shall indemnify the Company or any third person for any damage resulting from the disclosure or consequent unauthorized use of the Confidential Information.  Your obligation under this Section shall survive even after the termination or expiration of this Contract.

c.	Upon the termination or expiration of this contract, you undertake to immediately return to the Company any and all information in tangible form, including but not limited to, copies, summaries, excerpts, extracts or other reproduction thereof, as well as documents and diskettes acquired in the performance of the services under this Contract that may be in your possession and provide the Company with a duly sworn certification of such return signed by the Company’s duly authorized officer or representative.

14.	You agree to not entice the Company’s client(s) to directly hire you while this contract is effective and within one (1) year from separation from the Company for any cause.  If directly hired by the Company’s client(s) and for every violation of this Section, you agree to pay the Company the amount corresponding to the cost of the training that the Company spent for you plus up to twelve months’ worth of your last salary with the Company at the discretion of the Company.

Please signify your acceptance of the foregoing terms and conditions of this Contract by signing on the space provided for below.  We look forward to a fruitful and harmonious working relationship with you.


Very truly yours,

NADELA BUSINESS CENTER, INC.














Accepted:   

I hereby certify that I have read and understood the terms and conditions of employment indicated above, and I hereby accept such employment under the said terms and conditions.

____________________________
Date signed: __________________
Schedule 1
Job Description

CUSTOMER SERVICE REPRESENTATIVE 

PURPOSE:
A customer service representative, or CSR, will act as a liaison, provide product/services information and resolve any emerging problems that our customer accounts might face with accuracy and efficiency. 

DUTIES AND RESPONSIBILITIES:
1.  Manage large amounts of incoming and outgoing transactions (calls, emails or live chats)
2. Identify and assess customers’ needs to achieve satisfaction
3. Build sustainable relationships and trust with customer accounts through open and interactive communication
4. Provide accurate, valid and complete information by using the right methods/tools
5. Meet personal/customer service team sales targets and call handling quotas
6. Handle customer complaints, provide appropriate solutions and alternatives within the time limits; follow up to ensure resolution. 
7. Keep records of customer interactions, process customer accounts and file documents
8. Follow communication procedures, guidelines and policies
9. Take the extra mile to engage customers
10. Resolve customer complaints via phone, email, mail, or social media.
11. Use telephones to reach out to customers and verify account information.
12. Greet customers warmly and ascertain problem or reason for calling.
13. Cancel or upgrade accounts.
14. Assist with placement of orders, refunds, or exchanges.
15. Take payment information and other pertinent information such as addresses and phone numbers.
16. Place or cancel orders.
17. Answer questions about warranties or terms of sale.
18. Act as the company gatekeeper.
19. Suggest solutions when a product malfunctions.
20. Handle product recalls.
21. Attempt to persuade customer to reconsider cancellation.
22. Inform customer of deals and promotions.
23. Sell products and services.
24. Utilize computer technology to handle high call volumes.
25. Work with customer service manager to ensure proper customer service is being delivered.
26. Close out or open call records.
27. Compile reports on overall customer satisfaction.
28. Read from scripts.
29. Handle changes in policies or renewals.

ACCOUNTABILITY:
1. Timely completion and accuracy of daily records for reporting.
2. Keeps immediate superior promptly and fully formed of all problems or unusual matters of significance.
3. Company policies, processes and procedures must be known.
4. Client processes, procedures, working instructions must be updated and are shared to the agents with the right manner of training.
 
QUALIFICATIONS:
1. Must be organized, reliable and results-driven professional.
2. Product or industry-specific experience.
3. Strong computer skills including Microsoft Office and databases.
4. Knowledge of relevant regulatory requirements.
5. Ability to make improvements.
6. Knowledge of performance evaluation and customer service metrics
7. High school diploma or equivalent; Higher degree in a relevant discipline will be appreciated.
8. Ability to analyze and present content and social performance. 

Schedule 2
Compensation

Monthly Rate: PHP 8,000.00
[Note: Other benefits shall be cascaded by the Company to you from time to time.]


Schedule 3
Schedule of Working Hours and Days

As designated by the Company.

Schedule 4
Venue or Place of Performance of Services

Nadela Business Center, Inc. (Siblings Solutions)
Arellano St., Tagum City, Davao Del Norte






AIMEE NADELA
Managing Director
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. NADELA BUSINESS CENTER, INC
Siblings International Business Solutions
Ramos Bldg., Arellano St., Tagum City, Davao del Norte, Phiippines

Mobile: +630985609631; +639177035875
Pt sy, oopl Email: info@thesiblingssolutions.com





