Edward Allan Mendiola Quijano
Mobile No.  +63 991 611 2422 
Email Address: Eamquijano@gmail.com 
QUALIFICATIONS
· 20 years professional experience for Customer Service, Sales, Back Office and Professional Congress Organizer, vendor management and project management
· 15 yrs. Call Center Management experience 

· Driver for result, exposure to business financial acumen including budgeting, invoicing and forecasting

· Exposure in project management and implementation, client services and contract reviews
· Ready US Visa

Professional Experience

Country Director


                    



 November 2017    to   Sept 2021
PSI Services LLC, Multiple Sites
· Responsible for managing multiple sites across the country with multiple lines of businesses, supporting global operations of PSI. 
· Responsible for managing outsourced vendors for seasonal projects. 
· Responsible for managing the yearly budget for certification and education operations.  
· Track and analyze operational performance versus service goals/metrics, issue regular reports to the Directors of global operations, and site leadership management team of performance versus goals and recommended actions

· Accountable for quality, including assurance activities, across departments.

· Provide strategic planning for the operations, create buy-in among the staff and partners, and implement process and system improvements and standards.

· Serve as a liaison between the senior leadership and the various depts. in Davao by cascading organizational strategies and goals to site leadership management team.

Milestones:
· Improved reporting and automated reports for better accuracy and eliminate unnecessary work
· Eliminate single point of failure across the business

· Initiate to save more than $1 Million in revenue in 2019 onwards
· Revised and implemented policies to better align with what is needed

Service Delivery Manager (Head of Operations)


            September 2014 – September 2016

MCI Group - Australia and Asia Pacific Region

· Responsible for establishing and implementing Group Shared Services to support ANZ and APAC offices. 
· Act as Vendor Manager for different local offices and responsible in ensuring all policies are being applied to all MCI offices in the region.  
· In-charge of service desk, website delivery, back office, customer service, housing, abstract management and overall supervision of onsite operations.
· Review and manage financials ensuring meeting profits both the client and internal. Exposure to creation and implementation of strategic and tactical plan. Responsible for hiring, training and maintaining quality.
· Appraising performance; rewarding and disciplining employee or client complaints and resolving problems, including resolution of work grievances or escalation of unsettled grievances to the Senior Manager or Site Director for action. 
Operations Manager





                         March 2013 – May 5, 2014

Sitel Philippines (Telecom New Zealand, Telco Service to Sales)
· Responsible for overall performance of operations meeting SLA’s set by the client such as CSAT, Resolve and Sales. Exposure to creation and implementation of strategic and tactical plan
· Interviewing, hiring, and training of employees; appraising performance; rewarding and disciplining employee or client complaints and resolving problems, including resolution of work grievances or escalation of unsettled grievances to the Senior Manager or Site Director for action. 
· Review and manage financials of the account in ensuring meeting profits both the client and internal.
· Coordinate with capacity manager to ensure correct staffing to meet the required service level.
· Direct communication with the client and reviews outstanding issues and determine actions needed.
Operations Manager       



                                            March 2010 – Feb 2013

Alorica Philippines 
· Direct and coordinate activities of businesses or departments concerned Telemarketing and customer service. Manages day to day operations of the center. Recruit staff for call center operations.
· Review financial statements, sales and activity reports, and other performance data to measure productivity and goal achievement; and to determine areas needing cost reduction and program improvement.

· Establish and implement departmental policies, goals, objectives, and procedures, conferring with board members, organization officials, and staff members as necessary.

· Directly manages 2 trainers, 5 QA’s, 1 Client services coordinator, 2-unit managers and 6 team managers
Operations Manager 





                           January 2004 – January 2010


Epixtar Enabled IT-Services, Inc




· Led & developed 250+ agents & up to 10 Team Supervisors for call center operations.

· Directly responsible for achieving operational metrics including call quality, productivity, cross-sell and customer satisfaction scores; financial goals including liquidation and budget goals; service level agreements & key indicator goals for all portfolios through effective staffing & performance management strategies 

· Led & initiated people - focused initiatives to improve attrition/retention 

· Promoted a strong communication network throughout business, providing open & candid feedback, creative & innovative ideas, culturally diverse teams, & empowerment of all associates 
