Maureen Anne Mempin
63-975-128 8552
maureen.mempin@gmail.com
Plaridel Bulacan, Philippines, 3004


PROFESSIONAL SUMMARY
	
A fast learner, versatile and loyal employee with over 15 years of experience in providing excellent customer service and satisfactory work performance. Keen on cleanliness and sanitation, knowledgeable in basic food preparation and mise en place, and a food enthusiast, I am so excited to make an immediate contribution to your organization.

WORK EXPERIENCE
	
Team Leader	Mar 2023 - Present
Vitawerks • California	
This is a remote work where I: 

· Ensured facilities are staffed with health care providers needed by calling clinicians to get their shift commitment based on their availability
· Ensured that healthcare providers are booked with shifts based on their availability
· Assessed resumes and conducted pre-screening to identify suited clinicians or staff according to set requirements by facilities. After pre-screening, resumes are forwarded to facilities for their review, and sets interview schedule
· Collated documents and guides clinicians and staff to complete credentials as required by facilities

QA Team Leader	Feb 2017 - Jan 2023
HC Consumer Finance • Quezon City, Philippines	

QA Team Leader

· Designed and created Evaluation Tool (QA Guidelines and Parameters) that is applicable to campaigns handled
· Initiated and helped implement process improvements that will enhance Collections but not jeopardize Customer Satisfaction
· Worked hand in hand with the Complaints team, along with other departments, to lessen or eventually avoid customer complaints
· Mitigate risks and improve processes on special campaigns - Credit Card, Skip Tracing (uncontacted clients for a specific period of time), Paid Off (long overdue contracts), Escalations, and Non-Voice (chat and Email support)
· Investigated, weighed, and provide feedback on evaluation disputes
· Created and presented Quality performance of campaigns handled based on data
· Oversee day-to-day activities of QA Specialists and ensure month-end KPIs are met
· Conducts coaching and feedback for QA Specialists handled
· Creates monthly schedules of QA Specialists and ensures that all Operation’s campaign shifts are covered


QA Specialist

· Evaluated agent calls both Inbound and Outbound
· Provided coaching and feedback as required
· Created weekly reports for Manager and Supervisor visuals of campaign and team performance
· Conducted team huddles to discuss the following:
◦ Highlights and Lowlights of the team
· Team’s performance based on numbers
· Suggest ways to improve KPI
· Answer process-related queries

Customer Service and Technical Support Representative	Jun 2008 - Dec 2017
BPO Industry	
Sykes, Makati
Convergys, Muntinlupa
Teletech, Bacoor

Quality Assurance Coordinator

· Evaluated agent calls
· Provided coaching and feedback once a week per agent
· Conducted team meetings with each team handled to provide feedback and answer process-related queries

Technical Support Representative for Mobile Phones, Internet Service Provider, and Digital TV Services

· Assisted and helped resolve customer concerns and complaints on
· Suggested best packages based on customer needs
· Scheduled technician dispatch if technical concerns are unresolved over the phone
· Addressed customers courteously using suitable methods and problem-solving skills for any complaints related to their service

Customer Service Representative for Mobile Phone Plans 

· Addressed customers courteously using suitable methods and problem-solving skills for any complaints related to their service
· Provided account information to customers and explained bill service policies and customer rights.
· Suggested and processed package request that best fit customer’s needs

Fish Production Worker	2000 - 2007
High Value Foods • Paranaque City, Phils	

· Cleans fish and fish meat before packaging
· Descales fish
· Debones fish
· Assists in fish marination
· Assists in marinade preparation
· Assists in fish packaging
· Cleans and sanitizes fish production utensils and tools
· Sanitize fish production area
· Assists in quality checking of received items/deliveries
· Assists in taking orders from restaurant clients
· Assists in invoicing and accounts receivables



EDUCATION
	
Diploma in Culinary Arts	Jan 2013
The Kitchen Academy • Las Pinas, Philippines	

BS Food Technology	Jun 2003 - Oct 2007
University of the Philippines • Quezon City, Philippines	


SKILLS
	

· Kitchen Skills (mise en place, washing, peeling, cutting)
· Cleaning and sanitation
· Ability to operate standard food service kitchen appliances
· Communication and Customer service
· Attention to detail
· Interpersonal
· Leadership
· Problem Solving
· Active Listening
· Computer Skills (Microsoft and Data entry)

