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Education:  Bachelor’s Degree in Psychology 

 
Work Experience: 
 
JP Morgan Chase Bank & Co 
Client Service Manager – AVP, Commercial Banking
2009 - Present 
 
 
Main Functions: 
· Manages 3 different businesses; Chase Commercial Online, Corporate Quick Pay and Client Training with 3 Team Leaders and 9 Client Service Senior Team Members; focus is on coaching, motivation, development, planning, retention and training needs of staff; 
· Conducts call evaluations and provides feedback in a weekly basis; handling complex and escalated client inquiries on money movement activities; 
· Handles local and domestic call calibrations;  
· Sets key performance indicator targets for quality and efficiency in call handling; 
· Runs daily service level and staffing ensuring contractual obligations are met within the goal across all sites; 
· Liaises with other businesses to address existing opportunities in processing money movements i.e. Wires, ACH, Receivables Edge, Quick Deposit, Virtual Remit, Lockboxes, Fraud Protection Services; 
· Performance Management 
· People and Talent Management 
· Conducts staff hiring needs 
· Provides training support for newly onboarded team members 
· Conducts product risk assessments  
 
 
	Related Campaigns: 
	
	

	
	o 
	Fraud Protection (Inbound, Prevention, Recovery) 

	
	o 
	Collections 

	
	o 
	Mortgage 

	
	o 
	Electronic Financial Services  

	
	o 
	Pay Connection 

	 
Certifications: 
	o 
	Set-up and Implementations 

	
	• 
	Hiring Manager 

	
	• 
	Coaching for Results 

	
	• 
	Way to Wow Training 


 
 
· Quality Lead 
· Train The Trainer Program 
· Mentoring Program 
 
Projects: 
· Business Migrations 
· Migration of NICE form to SharePoint 
· Automation 
· Policy Migration 
· Cross Site Evaluation 
· Quality Management 
 
 
Assistant Manager, Quality – Mortgage 
2007-2009 – HSBC  
 
Customer Service Professional  
2004-2006 – Sykes Asia 
 
 
Team Leader – Mortgage and Title Insurance 
2003-2004 - ADEC Solutions, Inc. (American Data Exchange Corporation
 	 
 
