
 TSHEPISO PRUDENCE MPANENG 
 150- 14th Avenue, Alexandra Township, 2090
0684259356/0794790151 
mpanengtshepiso@gmail.com 

SKILLS 
Good writtenn and oral communication skills, proficient in using computer applications, meeting customer needs.
Project management, administration and relationship building with stakeholders.

EDUCATION 
26/08/2019: Customer Journey Skills Programme/Mind the Gap - Course Completed. 
03/12/2010: Matric Certificate / Realogile Secondary School – Completed. 

EXPERIENCE 
01/10/2024 – 31/10/2025 QUALITY ASSURANCE AGENT OFFICE OF THE PREMIER 
· Evaluating client interactions using quality assessment tools and KPI.
· Call monitoring, compile weekly reports on contact centre performance. 
· Managing records of coaching, areas of improvement and compliance. 
· Using reports/tools to provide fedback to teams.
· Maintaining quality standards and benchmarks . 
· Continuous quality analysis, performance reporting and dispute resolution.
Reason for leaving: Contract ended. 

14/03/2024 –30/09/2024: IT PROJECT MANAGEMENT INTERN/INTERFILE 
· Under the guidance of the Vice President & Project Manager: 
· Setting up meeting for stakeholder engagement in project commencement to completion. 
· Facilitating project planning, analysis, designing, development, testing and maintenance. 
· Writing meeting minutes, progress reports and time sheets. 
· Creating tickets on JIRA and liaising with the service delivery department for progress on tickets logged. 
· Assisting with capturing change control documents. 
 . Tracking/managing projects using Xero Accounting Software, Teams, Outlook and other softwares/applications.
Reason for leaving: Career Prospects. 

03/08/2016 – 20/01/2021: CUSTOMER SERVICE AGENT / ELECTRONIC TOLL COLLECTIONS 
· Handling inbound and outbound interactions using different channels. 
· Evaluating queries, responding professionally in a timely manner.
· Providing information using available resources and following internal policies and procedures. 
· Assisting with ordering, loading and troubleshooting/rebooting tags on theCRM system. 
· Adhering to service standards and procedures before escalating/resolving queries. 
· Liaising with different departments to sort out enquiries logged. 
· Providing feedback to clients 
Reason for leaving: Career Prospects. 

11/01/2014 – 11/01/2016: OFFICE ADMINISTRATOR / LIBERTY 
· Scheduling meetings. 
· Managing the calendar. 
· Answering calls and emails. 
· Creating and updating records with new files and information. 
· Storing files in designated places to secure important information. 
· Dealing with requests to access files and keep logs of borrowed documents. 
· Developing an efficient filing system. 
· Run errands as requested. 
Reason For Leaving: Contract Ended 

REFERENCES 
Name and Surname: 		Bryce Rajan
Position: 				Assistant Director: Quality Analytics Reporting 
Company:                                       Gauteng Office of The Premier
Contact no: 				084 999 1434

Name and Surname: 		Lebogang Lekwadi
Position: 				Assistant Director: Service Delivery Interventions
Company:                                       Gauteng Office of The Premier
Contact no: 				060 908 2736

Name and Surname: 		Geoffery Mamabolo
Position: 				Employer – Liberty Life
Company:                                       Liberty Life
Contact no: 				074 912 771

Name and Surname: 		Donovan Lee
Position: 				Deputy Director 
Company:                                       Interfile
Contact no: 				011 361 4000

	
