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A6, Condo I, Gen. P. Santos St., Camp Crame, QC
SKILLS
Strong decision making and problem solving skills
Knowledge of bank products and services and team management
Effective leadership, planning and organization skills
Able to communicate effectively with all levels of the organization and external customers

HIGHLIGHTS
Created workflows for architectural design
Conducted Time and Motion Study
Introduced Handling Time Tracker
Assisted in manpower count for escalation support
Supervises Better Banking Specialists
Reviews practices and conducts studies to improve processes
Coaches and trains employees
Manages complaints and incidents
Ceased potential attrition by doing round table discussion

EDUCATION
Bachelor of Science in Management, University of the Philippines Visayas Tacloban College, Tacloban City
(2004-2008)
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History of leading new and tenured banking specialists while gearing them towards achieving goals, orchestrating successful client service best practices and problem solving initiatives designed to increase resolutions. 

Unparalleled client service experience, with over 12 years in progressive roles.

WORK EXPERIENCE

Assistant Manager (Team Leader)
Retail Banking – Customer Contact Group
Security Bank Corporation, Ayala Ave., Makati City, January 2018 – Present

· Directly supervises and is accountable for the overall quality of Better Banking Specialists assigned. 
· Supports the center’s objective of providing quality service to customers particularly through a robust and effective inbound customer service & contact desk. 
· Ensures that products and programs of the Bank and its subsidiaries are supported through customer education, and that appropriate resolution to inquiries, requests and complaints are done.  
· Ensures that service levels are achieved/exceeded at least cost.


DUTIES AND RESPONSIBILITIES
     
· Handles inbound calls when asked by management due to business needs to ensure calls are answered within service level threshold.

· Prepares daily report using available data and reports from MIS and determine the root cause as to why goals are not achieved.
     
· Builds a network within and outside of the organization that can add value to the role. In particular, be up-to-date with the best in industry practice, recent developments in technology and contact center platforms that can be useful to the team to help support the bank's objective of better banking.
     
· Handles escalations and perform outbound call, email or SMS for customer concerns that require immediate attention and feedback to ensure resolution and customer satisfaction

· Oversees issue escalation on Bank and Loans related concern to avoid escalation and customer frustration  
     
· Conveys feedback to operations, quality and training department based on the process and guidelines   that need improvement to ensure customer satisfaction.
     
· Identifies proposes and recommends process improvements on the existing policies and procedures in tandem with quality and training department to ensure that all loopholes are covered.

· Reviews processes if still up to date, develop continuous improvements and opportunities for innovation to support the company's objective of better banking.

· Reviews test spiels and scripts using the UAT environment to ensure clarity and effectiveness.
     
· Performs random call monitoring and post review of calls participate in regular calibration sessions with the Service Quality Team  to ensure both parties are calibrated and discusses opportunities.

· Conducts call barging and complete monthly score sheet to assigned team to ensure quality handling of customer inquiries, requests and complaints.

· Conducts weekly performance review with QA and Division Head using the score sheets and discusses improvements to help the Better Banking Specialist.

· Reviews and closes cases an ensuring that all pending requests are monitored and updated 
     
· Complies with policies, procedures, and guidelines across all processes related to job duties to provide consistent information.

· Understands the importance of complying with rules and regulations of the bank by applying the same value through when taking escalated calls and mentoring Better Banking Specialist (Inbound) and SME.
       
· Performs other related tasks which may be assigned from time to time.


Subject Matter Expert (SME) 
Convergys Phils. Corp., Lahug, Cebu City, March 2014 – Feb 2017
Assisted front-line call center supervisors (team leaders). Managed 30+ transition customer service agents and tenured ones. 
· Served as valuable information resource and provided a wealth of knowledge and support to customer service agents
· Helped supervisors in coaching & scoring quality recordings
· Provided customer service agents some guidance on how to handle a request
· Conducted up-training classes to agents called out for underperformance
· Assisted supervisors and quality analysts with quality monitoring 
· Produced accurate reports on team performance (e.g. performance metric reports)
· Dealt with and resolved problems or issues faced by customer service agents
· Helped the team manage call volume by providing phone and e-mail support
· Attended focus group meetings with top management

Supervisor: Kenneth De Paz (mobile: +63-9285080160)
Convergys Phils. Corp., Lahug, Cebu City
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Technical Router (North America Customer Service)
Convergys Phils. Corp., Lahug, Cebu City, June 2009 – March 2014
Provided phone and e-mail support to client’s high profile customers requesting for immediate response to mission critical situations (e.g. network loss, server down, business down, root cause analysis, break/fix analysis, etc.).
· Received Top Agent awards for the following: Apr & Dec 2011, Dec 2012, Jan & April 2013
· Awarded with an all-expense-paid travel to Boracay for being one of the “Best of the Best”, October 2013
· Awarded with an all-expense-paid travel to Hong Kong for being one of the “Best of the Best”, April 2013

Professional Customer Service Agent (North America Customer Service)
Convergys Phils. Corp., Lahug, Cebu City, July 2008 – June 2009
Provided phone and e-mail support to client’s certified partners, business users and professionals requesting advisory and break/fix assistance.


OJT Trainee
Pag-ibig (Home and Development Mutual Fund), Region 8, Tacloban City, April-May 2007
· Prepared documents such as memos and salary reports for Human Resource Manager’s reference
· Prepared salary reports for Human Resource Officer’s reference
· Transferred salary data from legal size printed forms to large thick sheets
· Assisted HR officers in decorating HR’s bulletin boards
· Organized and delivered time cards


ELIGIBILITY

Civil Service Commission Professional Eligibility Passer, March 2008
TRAINING and SEMINARS

Coaching for Performance Webinar, September 2020
Operational Risk Awareness Digital Learning, September 2020
Occupational Safety & Health (OSH) Digital Learning Course, August 2020
Fraud Awareness Digital Learning, August 2020
Data Privacy Act Digital Learning, June 2020
Money Laundering and Terrorist Financing Prevention Digital eLearning, February 2020
Performance Management System Goal Setting Digital Learning, October 2019
Bank Products for Retail Banking eLearning, June 2019
Bank Products for Wholesale Banking Segment and FMS eLearning, June 2019
Bank Products for Subsidiaries eLearning Module Functional, June 2019
Financial Consumer Protection Framework eLearning, June 2019
Money Laundering and Terrorist Financing Prevention, June 2019
Bank Safety and Security eLearning, June 2019
Data Privacy Act eLearning, January 2019
MLPP eLearning, December 2018
Digital Workplace eLearning, October 2018
Business Continuity Management eLearning, September 2018
Operational Risk Management eLearning, February 2018	
Wealth Management, February 2018
Small Business Loans, February 2018 
W2R Ambassador, February 2018
Mortgage Loan with Process Maker, February 2018
Credit Cards with Process Maker, February 2018
Corporate Salary Loans, February 2018
Personal Loans, February 2018
Auto Loans, February 2018
FWD Bancassurance, February 2018
Treasury Products, February 2018 
Echannels, February 2018 
Cash Management System, February 2018
Basic Branch Banking, February 2018
7S eLearning, February 2018
Fraud Awareness eLearning, February 2018
Bank Safety and Security eLearning, February 2018
MLPP eLearning, February 2018
Products and Services eLearning, February 2018
Financial Consumer Protection Framework eLearning Module, February 2018
Information Security Awareness eLearning, February 2018
Risk Awareness eLearning, February 2018





PERSONAL INFORMATION

Age: 33
Birthdate: January 04, 1987
Weight: 48 kgs. 
Height: 5’3” 
Nationality: Filipino 
Civil Status: Single

REFERENCES

Available upon request
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