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Mónica Valencia Zepeda
 36 years

EDUCATION

· Universidad Nacional Autónoma de México (UNAM)

 Telecommunications Engineering (2001-2006)
· Hennepin technical College (Minnesota) 

English as Second Language Carrer and College (Jun-Dec 2016)
Certifications/Trainings
· Avaya Certified Solution Specialist (ACSS) Avaya Contact Recording and Avaya Quality Monitoring. 

· Avaya Certified Solution Specialist (ACSS) Avaya Aura Call Center Elite. 

· Avaya Certified Solution Specialist (ACSS) Avaya Aura Contact Center. 

· Avaya Certified Solution Specialist (ACSS) Avaya Modular Messaging with Avaya Message Store.
EXPERTISE: 
	· Avaya Call Center Elite, Avaya Business Advocate
· Avaya Call Management System
· CMS-3rd Party Products (Plug Ins) 
· CMS Custom Reports 
· Avaya Contact Analyzer
· Avaya Aura Contact Center
· Avaya Control Manager

	· Basic Call Manager System
· CCM Web, Verint Workforce Optimization; Avaya Contact Recorder
· Avaya Application Enablement Services
· Avaya Aura Messaging; Avaya Modular Messaging
· Avaya Session Manager 
· One-X Agent



WORK EXPERIENCE
2017-2018   Independent  
Position: Consultant 
Functions: 
· Creation of Professional Services RFPs, Scope of Work, Activity Plans, Environment Specifications and technical documentation. 

· Provide consulting, installation, migration, support and training related to Verint Technologies such as Call Recorder,Central Replay Server and Workforce Management Solutions. 

· Lead training sessions for customers to improve productivity, best uses and updates for new recording Verint versions. 

· Projects Implemented: 

· Atento, Volkswagen Planta Puebla, Grupo Posadas (Konexo).
2010-2016  Avaya inc- Mexico City.    
Position: Avaya  Professional Services Senior Consultant
Functions: 
· Customer’s meetings involving management and administrative levels to understand their technical environment and new requirements. Creation of services and products proposals according to their specific needs, budget and business roles.
· Deliver Sales and Presales presentations to provide product updates, professional services options, technical capabilities to increase revenue and return of Investment, to improve customer service, to simplify processes and provide benefits of the proposed solutions to improve customer’s business.
· Creation and review of Service and Product Proposals, Scope of Work, Activity Plans and technical documentation.}
· Consulting and principal technical advisor in organizations of all sizes to reduce operation costs and competitive advantages to improve performance, profitability, and customer experience.
· Success design and delivery in new projects, migrations and application additions in productive platforms including consulting, installation, troubleshooting, project administration activities and major contributions to closing projects in time according to high customer’s satisfaction levels.
· Leading and Mentoring Avaya Professional Services Engineers, Business Partner and Centers of Excellence during all project processes to guarantee flawless execution making sure services and products are delivered as per customer’s expectations.
· Business Development by establishing strong relationships with customers and provide consulting and technical advice in platform installed and discussing new requirements.
· Recognized as a subject matter expert and certified in Contact Center Solutions, Unified Communication and Workforce Optimization technologies.
· Expert deployment of complex contact center solution and enable/develop custom applications that improve KPIs in new and operational systems.
Project Technical Leader in 2015-2016: 

· BBVA Bancomer, WAL-MART, Marsh, AT&T, Santander, Banamex, IBM, Locatel, Multimedios, Dish, E-Global, Mapfre.
2007-2010  Avaya Inc-Mexico City
Position:   Avaya profesional Services Engenieer
Functions:
· Technical Installation in Contact Center Solutions and Convergence Applications such as: Avaya Call Center Elite (ACD), Avaya Aura Contact Center (AACC), Call Manager System (CMS), Avaya Basic Metric Systems (BCMRD, BCMS, Smart Call Agent), Verint Workforce Optimization WFO, Workforce Management, CTI (Avaya Application Enablement Services (AES), Avaya Modular Messaging (MM) and Hospitality Solutions (DuVoice Systems). 

· Provide exceptional technical support by identify, analyze, and resolve issues in highly complex business communication systems and operational architectures. 

· Perform knowledge transfers and trainings (Technical, Administrative and End User) to customers helping them to increase company profits and run test protocols based on customer’s needs
SKILLS
· Bussiness Development 
· Technical Leader 
· Sales/Presales Activities 

· Consulting 
· Troubleshooting 

· Leading Teams 

· Contact Center Solutions 

· Avaya Technologies Expertise 
	SOFTWARE SUMMARY:

· Orchestration Designer 

· Visual Vectors, Provision

· VMWare vCenter/vSphere Server

· Windows Servers

· SQL Server

· MS Office

· MS Project

· MS Visio

· RHEL

· UNIX

· Solaris 

· Informix 

· ODBC.

	LANGUAGES:  

· Spanish – Native Proficiency

· English – Full professional 
proficiency
· Portuguese – Professional Proficiency
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