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Career Goal


· To be part of the organization that will allow me to demonstrate my full potential by using my skill, knowledge and experience with good attitude to become professionally incline and develop my skill in professional career in delivering world class excellence

Professional Skills


· Skilled in Collection, Sales and Customer Service (Front Liner) 
· Skilled in Customer Service both Interpersonal and Intrapersonal relationship(Customer Oriented)
· Can work on time pressure, organized and well-trained with  bubbly personality 
· Punctual, Resourceful and patient
· Computer savvy, 120 wpm



Professional Experience

Wells Fargo Enterprise Global Services LLC
Wells Fargo Drive Lower Bicutan, Taguig
September 16 2019- Present
Account Resolution Specialist II
· As Resolution Specialist deals on the credit card account for 30 to 90 days past due  (3 bucket) by informing the status thru manual dialing and Inbound calls and possible provide payment arrangement that suitable to our customer (check by phone, online branch and regular mail) even Auto debit payment that bring the account current. Offer payment assistance /hardship Program (Deferment, Payment Plan and Re-age).Update the demographic for 30 days last update.

Al Jazeera Exchange
Ground Floor City Center Branch Doha, Qatar
23 July 2018 – 25 June 2019
Teller
· As a teller we make sure that the transaction needs to be efficient and reliable in all possible remittance services. Needs to aware that funding be available in the receiving country furthermore be keen in all details like bank details, receiver’s name and branches and codes as what customer is given so the money will be transfer smoothly in the given period of time. Be analytic in computing the FCY – converted cash in receiving country. Be cautious in counting the change to the customer. Timely manner in balancing the cash in daily basis. Be compliant in processing the cancelling reissue and cash refund to the customer.

Oasis Rent A Car
Al Maseelah, Al Rayyan Doha Qatar
11 January 2017- 23 July 2018
Administration Assistant Accounts Payable
· As an Administrative Assistant Account Payable, it’s a collaboration of account handled and payment made by our customer; on my end I am a front line of our company where I contact the customer directly in all concern, possible negotiation of the payments, inquiry for the cars availability and assist customer related concerns. Prepare the receipt on the payment of our customer on the car they rent. Do the daily balancing to my Account Manager. Furthermore, all the documents need to present to our customer and accounts forward to our account center that need to sign by our Operation Manager. As part of my role, to monitor the activity and job done in day by day task of the employee in the garage. Also to be keen in to details of reason in placing their overtime paper into excel sheet so easily processed by our accountant, Assist all the staff concerned from uniform, letter requests, documentation needed for outside job request, Set the attendance of all employees in our organization every month then check the everyday attendance for late comers and absent. Place all the leave forms, overtime paper sheet so can easily update shared file. On the overtime check all staff overtime and update on the excel sheet then send to Accountant for verifying and report to the bank for payroll purposes.

Citigroup Business processing Solutions Pte and Ltd.
Citi Plaza,The Fort Bonifacio Global City 
27 April 2009- 7 June 2016
Senior Customer Solution Officer
Citi Mortgage Incorporated- Collections
· Do the inbound and outbound calls to inform the past due of the account, set forth a proper collection techniques collection set up and strategies. Inform the customer advantages and disadvantages to the customer in making a payment their account. Provided accurate information for the customer concern and had a satisfactory result in dealing with payment in every customer. I rest assured that I put a smile of every customer after our conversation as they will received a survey on the last they had. Meet exceptionally all the Key Performance Indicator-KPI (Ranked Top 3 overall ratings for 5 years consecutives ), Average Handling Time- AHT 475out of 500 AHT, Calls per Hour Average 7-8 calls ,Average Balance Savings- ABS180% over minimum of 100%, Net Promoter Survey-NPS (minimum monthly 99.97%), Customer Service Survey-csat(got normal range every month 91%), Four Fundamental Guidelines- 4F( 81% over 75%), Quality Assurance-(100%-monthly)and Attendance/ Punctuality(100%). Follow all United States guidelines in line with collection on its customer, Federal Debt Collections Practices Act- FDCPA,
 Anti- Money Laundering Law, Customer Security and other Federal Law that accordance in collection acts. Offer possible program and payment assistance to our valued customer that fits in like Forbearance, Repayment, Deferment plans and Balloon payment through assistance of Mortgage Assistant Tool. 
Australian Credit Card Front-end Collection
· Handled outbound calls using predictive dialer that basically informed customer on their Total Amount Due and its Due Date then provide the possible time frame of customer needs customer to pay. Tag on the system for the Promise To Pay provided by the customer. Follow the Australian Laws and Practices of Collections and its Security. In line with this I got an incentive monthly that base on Average Balance Savings- ABS- 110 over 100%minimum  Quality Assurance-(100%-monthly) serve as compliant
US card- Thank You Rewards
· Do the inbound calls from a card member regarding their inquiries and concerns like disputes, transactions, frauds, compromises account, bills and discounts. Oblige to offers a wide range of point rewards accumulated by the card member from travel, food, and restaurant, shopping gift cards and anything that suites on the customer lifestyle needs. This account that mainly on the Net Promoter Survey NPS- monthly received a minimum of 8 promoters that corresponds incentives with NO detractors.

Admerex Solutions Incorporated
14thfloor Peak Tower L.P. Leviste Salcedo Village Makati City
05 January 2007- 24 April 2009
Collection Specialist (The Recovery Services)
· We do use a Manual Pass for dialing our customer for the bad debt for more than 120 days bucket. Do transactional communication with our client from our third party merchant who issued a bad cheque to them and insure to explain the cheque and even debit transactions that post on their accounts. Meeting company expectation on the amount collected 

ICT Group 
3rd floor Worldwide Corporate Center Mandaluyong City
06 February 2006- 04 January 2007
Customer Service Representative (Washington Mutual)
· As a customer service representative, be client centered is main task that need to do day by day to provide an excellent satisfactory service to our customer through phone from all over 52 Federal State of America. Provide one call resolutions in every customer (CSAT-100%) and shortened the conversation to assist more customer as possible (AHT 251/375).

Contactcenter.com
6th floor Merchant bldg. Tordesillas Street Makati City
13 September 2004- 03 February 2006
Customer Service Representative (Parwati Subscription)


· Third Party billing services for cancellations and reverse charges and fraud inquiry transaction .Maintain the excellent customer service to our customer.

Standard Chartered Bank
6th floor Ayala Avenue, Makati City
07 January 2003- 08 March 2004
Team Leader (Personal Loan and Credit Card Acquisitions)
· Personally handled 10 bank officers to gain their quota and sales number, motivate and been a team player for each and every one, process the loan and credit requirements by follow up through phone and mobile phone, facilitate booking process for the approved loan to be transfer on the client’s savings account and Assist customer for their inquiry on the product and service of every product.

Union Bank of the Philippines 
Ground floor SSS Makati Building Ayala Avenue Makati City
06 May 2002- 06 January 2003 
Telemarketer /Credit card Acquisition
· Offer credit card on the prospective clients; Assist the customer requirements, Discuss the product and service of every credit cards offer 

				
Seminar and Certificate

Jan 2013- Aug 2015		Spanish course 		Instituto de Cervantes, Manila City

Educational Attainment

Bachelor Degree		Lyceum of the Philippines University
School Year			1998-2002
Bachelor of Science major in Psychology
				Graduated
				Intramuros, Manila				

	Secondary		Arellano University
Apolinario  Mabini High School (Branch)
	School Year		1994-1998
Taft Avenue cor. Menlo Street, Pasay City

Primary		Bernabe Elementary School
	School Year		1989-1994
				Bernabe Street, Pasay City

Personal Information

Birthday/Birthplace: October 23, 1981- Trece Martirez, Cavite
Parents: Mother-Teodora Opena Ronquillo/ Father:-Deceased
Siblings: Only child
Weight and Height: 4’11”/ 132 lbs
Marital Status: Single
Dependent: Teodora Opena Ronquillo
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