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PROFESSIONAL SUMMARY 

· Customer Service Supervisor/Manager mentors and trains team members in top-notch service delivery. Leverages years of leadership and customer-facing experience to handle escalations with tact and diplomacy. Monitors team performance and implements actionable changes to drive improvement. 
 
 
· Passionate English-Spanish Interpreter offering superior language experience to bridge communication gaps for better understanding and productivity. Employs empathic, mindful approach to avoid potential conflicts caused by lack of cultural knowledge. Operates well in both online and in-person scenarios, facilitating conversations despite scheduling issues or geographical limitations.  
 
SKILLS 

· World class Customer Service Management 
· Host all customers and sort out their inquires 
· High Stress Management and conflict resolution
· Excellent interpersonal communication 
· Cultural awareness and sensitivity  
· Teamwork and productivity  
· Proactive, honest, empathetic, and reliable 
· Administrative management 
· Report organization and workflow optimization
· Check-in processes 
· Flight management 
· Amadeus proficiency 
· Evaluate performance 
· Train employees 
· Operations management 
·  Empathetic, amiable, honest, proactive, and reliable
· Analytical thinking  
· Coordinate boarding 
· Public speaking  
· Documentation and recordkeeping 
· Discern meanings 
· Translate documents 
· Resolve translation conflicts 
· Interpret language 
· Verbal communication 
 

WORK EXPERIENCE 


Airport Passenger Service Supervisor 
Avianca Airlines, Guayaquil (2013-today)

· Carried out day-to-day duties accurately and efficiently. 
· Increased customer satisfaction by hosting them, guiding them, and resolving issues for them.
· Collaborated with team members to achieve target results. 
· Developed team communications and information for meetings. 
· Identified issues, analyzed information and provided solutions to problems. 
· Participated in continuous improvement by generating suggestions, engaging in problem-solving activities to support teamwork.
· Knowledgeable International travel requirements. 
· Completed paperwork, recognizing discrepancies and promptly addressing for resolution. 
· Exceeded goals through effective task prioritization and great work ethic. 
· Actively listened to customers' requests, confirming full understanding before addressing concerns. 
· Trained and developed new hires to drive efficient performance by teaching and emphasizing key skills, procedures and performance optimization strategies from day one. 
· Conducted departure and arrival briefings. 
· Collaborated with maintenance crews and air traffic control to resolve problems and facilitate seamless operations. 
· Oversaw fueling, cargo management and departure of aircraft at busy airport terminal facility with 18 daily departures and arrivals. 
· Supervised 60 administrative team members and provided constructive feedback, resulting in higher morale and increased employee retention. 
· Coached team members to deliver hospitable, professional service while adhering to set service models. 
· Mentored office employees on proper administrative procedures and how to use programs such as Amadeus, ARD, CRM, Flyup, Paxweb, etc., keeping operations consistent and efficient for maximum performance. 
· Developed and implemented office management procedures to increasing training team productivity and accuracy. 
· Interceded between employees during arguments and diffused tense situations. 
· Worked within applicable standards, policies and regulatory guidelines to promote safe working environment. 
· Worked flexible hours across night, weekend and holiday shifts. 
· Led projects and analyzed data to identify opportunities for improvement. 
· Proved successful working within tight deadlines and fast-paced atmosphere. 
· Demonstrated respect, friendliness and willingness to help wherever needed. 
· Maintained energy and enthusiasm in fast-paced environment. 
· Managed team of employees, overseeing hiring, training and professional growth of employees. 
 

English-Spanish Language Medical Interpreter (MSI and CSI)
ULG (United Language Group), Guayaquil (2012-2014) and INTERPRETIA

· Provided oral interpretations for clients during special events, successfully maintaining pace with native speakers to deliver real-time comprehension. 
· Interpreted conversations simultaneously to help both parties conduct business, handle medical needs or manage personal concerns. 
· Actively listened to customers' requests, confirming full understanding before addressing concerns. 
· Stayed current on new expressions and cultural changes impacting language translation. 
· Attended training programs to improve professional knowledge and interpretation skills. 
· Worked flexible hours across night, weekend and holiday shifts. 
· Maintained excellent attendance record, consistently arriving to work on time. 
· Demonstrated respect, friendliness and willingness to help wherever needed. 
· Consulted specialized dictionaries, thesauruses and reference books to identify closest equivalents for nuanced terminology, words and phrases. 
· Learned new skills and applied to daily tasks to improve efficiency and productivity. 
· Provided oral interpretations for clients during special events, successfully maintaining pace with native speakers to deliver real-time comprehension. 
· Facilitated communication between law enforcement personnel and individuals involved in crimes such as witnesses, persons of interest and suspects. 
· Provided language translation and customer service skills to clients in all sorts of business sectors. 
· Maintained message content, tone and emotion as closely as possible. 

English Language Teacher 
Shoreless Lake School, Murcia-Spain (2010-2012)
 
· Prepared and implemented lesson plans covering required course topics. 
· Administered assessments and standardized tests to evaluate student progress. 
· Utilized multimedia strategies and technology to convey information in fresh and interesting ways. 
· Consulted with teachers in other disciplines to identify and adopt successful instructional strategies. 
· Worked with other teachers to support struggling students and provide thorough help to rectify comprehension issues. 
· Kept classroom organized, clean and safe for students and visitors. 
· Cultivated relationships with parents for complete support network. 
· Prepared comprehensive English curriculum for multiple classes. 
· Planned coursework to introduce students to important literature. 
· Established appropriate deadlines and provided complete instructions for reading assignment and homework. 
· Helped students develop important learning skills and good study habits useful in trade school or college education. 
· Led interesting and diverse group activities to engage students in course material. 
· Explored and implemented innovative use of technology in language education. 
· Attended department meetings to develop and update course curricula. 
· Planned dynamic lessons to increase student comprehension of books and literary concepts. 
· Adapted lesson plans and curricula to student interests, increasing GPAs and student engagement. 
· Coordinated activities to encourage interest in reading. 
 
EDUCATION 

Graduate in Anglophone Worlds, Language, Literature, and Culture
· UNED (Universidad Nacional de Educacion a Distancia) Madrid-Spain
· GPA 4.
· Graduated with distinction

English Major in English Language

· WCCC (Warren County Community College) NJ-USA
· GPA 4
· Graduated Summa Cum Laude

High School Diploma

· Shoreless Lake School (High and Grammar School) Murcia-Spain
· Graduated Magna Cum Laude
 
 
ACCOMPLISHMENTS

· Knowledge of: English, Spanish, French (basic), Latin and Greek (written and spoken)
· Software: Microsoft Office (Word, Excel, Access, Point)
· CRM: Customer Complaint and Suggestion Management
· Supervised over 60 staff members
· Achieved flight´s departure on time by completing personal management and coordination with accuracy and efficiency.
· Learned all sorts of technical terminology appropriate for each particular interpretation

CERTIFICATIONS

· Certified Interpreter
· Certified Supervisor for passenger Service
· Licensed English Teacher
· Customer Service Certification by Linkdln

REFERENCES

   
· Emilia Vera Mieles 
Station Manager for Avianca Holdings S. A. 
0996276171  
 
 
· Yadira Vargas Molineros 
Customer Service Supervisor for Avianca Holdings S. A.  
0999381036 
 
 
· United Language Group  
1 951 532 8922 
 
 
· Octavio Carpena 
Headmaster at Shoreless Lake School  
(Murcia – Spain) 
     0034 968 42 43 86 
 
 
· Alfonso Avilés 
Licensed At Law 
Párroco de la Iglesia Santa Teresita 
0995369742 
 
 
 
· Pedro Javier Moya Obradors 
Licensed in Philosophy 
Secretary General at SJS (Sociedad de Jesucristo Sacerdote)  
(Murcia – España) 
00-34-616047329 







	
	
	
	

	
	


	
ADDRESS
Villaclub
Guayaquil-Ecuador
	
	

	
	


	
	

	
	


	PHONE
+593968207049
	
	

	
	




	
	

	
	


	EMAIL
luisparedessalas@gmail.com
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