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EXPERIENCES	 
Summary: Roughly 10 years’ experience in the service industry in the fields of banking and finance, automobile industry, lending institution, food delivery industry and content quality moderation for a social media account.  
 
Bytedance- (Tiktok Malaysia) 
ADSO R&T Search QA December 2022-Present
Perform daily audit/moderation on internal systems to remove harmful content.
Provide analysis of error and feedback to respective teams.
Work closely with training, PH market POC’s and Policy team to align policy guidelines.
Conduct a calibration meeting with the team to analyse policy interpretation.
Identify potential errors in policy and correct them in time.
Perform ad-hoc tasks assigned by immediate supervisor.

Blind Moderation Content Quality Assurance September 2020-December 2022
Perform daily audit on internal system; Interpret and apply complex policies and guidelines to content by understanding the review policies and guidelines. 
Provide analysis of errors and feedback to respective team; Identify potential errors in policy and correct them in time. 
Provide support on Policy/Training/Quality related questions on ad-hoc basis. 
Work with training team to align policy understanding of country policy makers, QA and labellers.   
Conduct quality meeting with the team to analyse errors, Internal calibrations, Policy meetings with stakeholders, regional calibration and country specific trainings and alignments. 
Lean Six Sigma toolkit-FMEA certified 
Certified Lean Six-Sigma Yellow belt
Consistently exceeding quality output expectations, excellent month, quarterly performance review.  
ByteStyle Awardee April-May 2021 

 
Foodpanda SSC Malaysia 
Team Lead Quality Assurance September 2019- September 2020 (RESIGNED) 
Leading a team of quality analysts who perform audits for transaction quality and SOP adherence across all LOBs in the Central Operations for Customer Service, Partner Service, Rider Services, Sales, Partner Compliance Team. 
Participation in all activity, NPS + ATA, SSC + Compliance audit with BPO Partners 
Idea generation: New scorecard, New compliance, Data seeking and compilation for Business Intelligence (BI) Drives productivity & accuracy of audits performed within the team & also across BPO Partners 
Daily report, Shortfall tracking (QA wise completion), Capacity reshuffle, BPO dispute, BPO Tracking, BPO ATA adherence, Leave tracking, HR Intervention regular late + MC Cases. Creates QA work assignments & completion and create action plan(s) to cover deficit. 
Monitor and Update BPO Dispute trackers: Completed/ Pending/ Reversed SSC Error, Reversed No SSC Error 
Conducts coaching to team members & BPO partners on evaluation methodology while coordinating with other leaders to ensure relevant service levels and KPIs are met. 
Active involvement on SOP rollouts, Assessments, Calibrations, POP Quiz, Huddles.  
Improved knowledge among QAs, uniformity of understanding by conducting Quiz/ Assessment to rank QAs and calibrations to measure alignment 
Co-own SOP & responsible for cascading new information/ updates within the team & BPO partners in a seamless fashion. Own relationship between SOP updates & impact on scorecard for non-adherence. 
Provide SOP input and touch base with BPOs SOP Inputs, share updates with BPO, Post SOP roll out clarification call with BPO Weekly discussion with SOP, Weekly input into SOP, Weekly grey area clarifications, QA input to new upcoming SOP 
Duties and responsibilities: 
Manage day to day operation of the QA team: Shrinkage & unplanned absenteeism, Drive productivity targets within inhouse QA & BPO QA 
Own productivity & track on a daily/ weekly basis. Support with actions to improve efficiency at quality analysts’ level. Manage capacity within team to reach optimum output within the CS, PS & DP functions of the team. 
Own audit the auditor program for Inhouse Quality analyst and perform a minimum of 10 audits per analyst per month. 
Responsible for ensuring smart allocation of data for sampling data for In House & BPO QA to ensure: Uniform spread of sample across agent/ week/ month. Responsible for smart ticket allocation across inhouse & BPO analyst 
Own and lead calibration calls across BPO partners to improve overall understanding & usage of QA Scorecard 
Prepare daily dashboard & weekly reporting for QA along with presentation summary for weekly review 
Own SSC feedback channel & perform audits for inputs via different channels: SSC Feedback, Local escalation, Operations escalation etc., 
Problem solving skills in handling complaints effectively and efficiently, play an integral role in resolving for disputes raised on quality audits by Operations teams & BPO partners To initiate and manage weekly 1:1, team huddles and team meetings effectively, Engage, Enrich & Empower team of quality analyst Managerial ability to Coach & Improve performance efficiency and accuracy, Responsible for KPI calculations for the Quality team. Team Management administration by creating shift plan and HR related tools. 
Quality Assurance Executive October 14,2018- October 31, 2019- Senior Quality Analyst Ranked 1 Quality Assurance Executive for Quarters 1, 2 and 3 of 2019 
 
Junior Quality Assurance Analyst December 1, 2017- October 14,2018- (promoted to Senior Quality Analyst) 
Foodpanda SSC Malaysia 
Resolve problems within defined quality standards using a basic understanding of products, solutions, and customer and restaurant environments. 
Identifies and escalates complex problems under direct supervision. 
Conducts gap analysis and recommendations on processes using defined procedures and practices. 
Conducts customer experience analysis to understand customer behaviour- provide practical solutions to enhance customer experience and process improvement Brought new approach in doing quality evaluations (provided inputs to improve quality scorecard, evaluation review pointers and samples). 
Voluntarily and proactively participate in any QA & Training initiatives such as refresher training for newbies and tenured agents on how to get high quality evaluation score, understanding SOP, calibration, coaching and share best practices/approach. 
Conducting audits and calibrations for countries in APAC across all departments (CS, PS, PC & DP) 
Discus quality, quality evaluations findings in the weekly management meeting and occasionally with country heads. 
Created Scorecard and Quality Assurance Manual for all departments (Customer Service Chat/Email, Partner Service Calls/Email, Partner Care Calls/Email & Dispatch Ca 	ll/Email). Conducts Applicant Language Assessments Test (oral and written) 
Participate in Engagement Planning Committee initiatives (hosted company annual dinner event) Ranked 1 Quality Assurance Executive for 2018  
 
Foodpanda Customer Service Chat, Order Processing Team, Dispatching and Partner Care Agent. 
October 30, 2017- November 30, 2017 (Promoted to Junior Quality Assurance Analyst) 
Provide excellent customer service through live chat and telephone conversation with foodpanda clients, partners and stakeholders. 
Handle incoming chats from customers, responding to ETAs, handling order and resolving customer order issues and accounts. 
Handle inbound and outbound calls to and from restaurants/partners for order clarification, request and amendment (if applicable). 
Provides quotes and take charge of online orders. 
Fully document customer/restaurant interactions in real-time and escalate issues if necessary. 
Communicate basic technical solutions (troubleshooting) to customers and vendors using effective communication, listening and comprehension skills. On hands training as agents for different departments in the organization (CS Chat/Email, PS Call/Email, DP Chat/Call and PC Chat/Call). 
 
Subject Matter Expert/Servicing (SME) Support Officer 
Galilee Business Support Services  
July 21, 2015- August 18, 2017- (RESIGNED) Bonifacio Global City, Taguig City Philippines 
Provide excellent customer service through the effective processing of post settlement administration functions in line with Pepper Australia Guidelines. 
Subject Matter Expert Function (Trainor) - provides coaching & training, address team and individual performance, resolve issues as appropriate and monitor progress towards goal. Post Settlement Administration- preparation of correspondence requests such as statement, pay-out figure, authorization, repayment plan and reconciliation of settled contracts; preparing discharge instructions to solicitors, introducers/brokers & Business Development Managers; processing and updating of payment method; account maintenance. 
Customer Service Functions- Ensure high standards of customer service towards our customers by providing solutions, using good telephone manner, giving correct information and following up as required. 
Risk Management Functions- manage risk through ensuring compliance to policy, quality and operational standards. Understanding and working within guidelines of the privacy and consumer credit legislation. 
Engagement Committee Member- administrative functions focusing on strategic planning; programs that would engage associates in all extracurricular activities to create conducive work environment, good relationships with our clients and other employees as well as to ensure that a high professional standard of performance is maintained. 
Act as a point of escalation for issues that CSR cannot resolve, communicate problems clearly and collaborate with cross functional teams to ensure that issues will be resolved accordingly with a minimum long-term impact. 
High Flyer Awardee November 2015 
Employee of the month Nominee Q3 November 2016 
Reason for Leaving: Career growth/greener pasture 
 
 

Customer Service Advisor (CALL CENTRE AGENT) 
Concentrix Daksh, General Motors Corporation 
 November 24, 2014- July 15, 2015 (RESIGNED) 
 Eastwood City, Libis Quezon City Philippines 
 Handle incoming calls from GM customers, occasionally transfer calls to GM Dealer Customer Experience Manager, General Motors team field member or other third party.  
 Provide customer request for vehicle Information: such as warranty coverage, vehicle terminologies, function/operations etc.  
Occasionally, assists customer with corporate concern or request such as; advertising, donations, PAC (Product Assistance Claim), concerns or referrals. 
-Route the customers call to Dealer Customer Experience Manager; assist in making appointment with dealer, parts availability and provide possible resolution to resolve customer concern.  
-Email communication to dealers on customer’s concern, appointment information and confirmation of their requests. Reason for Leaving: Personal and Career Growth 
 
Deposit Chat Associate 
BA Continuum Philippines, A Non-Bank Subsidiary of Bank of America  
 May24, 2012- October31, 2014 (Philippine Operations Closed) 
 Bonifacio Global City, Taguig City Philippines  
-Provides operational, sales, service, administrative and/or technical support assistance through the service chat channel with customers regarding their individual existing personal checking and/or savings account; follows established procedures to accomplish routinely tasks; assists customers at three concurrencies at a given time. 
-Provide assistance to clients by: Identifying problems, researching answers, guiding clients on what bank account type they need to choose (sales function).  
-Selling bank products by comparing account types, features and pricing (including perks) and provide other relevant information related to the account type chosen. 
-Resolve Problems by: clarifying issues, reasoning and exploring alternative customer solution, implement solutions, assist escalated concerns and solutions and obtain possible customer leads. 
Bronze Award for the month of May 2014 (Ranked number 3 for May 2014 Stack Ranking) Reason for Leaving: Philippine Operations Closed  
 
ACHIEVEMENTS 	 
- Lean Six Sigma toolkit-FMEA certified 
-Certified Lean Six-Sigma Yellow belt
-ByteStyle Awardee April-May 2021 
-Promoted to Quality Team Lead for SSC-foodpanda Malaysia September 2019-September 2020 
· Ranked 1 Quality Assurance Executive for Quarters 1,2 and 3 of 2019 
-Ranked 1 Quality Assurance Executive for 2018 
· Promoted to Senior Quality Assurance Executive (SSC-foodpanda Malaysia October 04, 2018 
-Promoted as a Junior Quality Assurance Analyst (SSC-foodpanda Malaysia) a month after joining the organization. 
-Created Scorecard and Quality Assurance Manual for all departments (Customer Service Chat/Email, Partner Service Calls/Email, Partner Care Calls/Email & Dispatch Call/Email) 
-Subject Matter Expert-Asset Finance (Pepper Money Australia) 	 
-Achieved Perfect 100% score in Quality Audit for five consecutive months while hitting Exceeds Expectations rating for Workload Productivity (Pepper Money Australia) -Assisted Learning and Development Team in creating Created Quality Process Guide (Pepper Money Australia) 
-Employee of the month, November 2015 Pepper Money Australia 
-Nominated Employee of the quarter Q3 2016 (Pepper Australia) 
-100% Quality Assurance Score December 2016 to May 2017, June and July 2017(Pepper Money Australia) 
-Created Process Guide for Pepper Asset Finance-used in Sydney Australia and Philippines 
-Bank of America Continuum Philippines Awardee-Bronze Award for the month of May 2014 (Ranked number 3 for May 2014 Stack Ranking) 
 
PROJECTS 	 
Created Scorecard and Scorecard Guidelines for all department within SSC-Foodpanda 
Score card guidelines document provides a simplified and detailed explanation of the understanding of the process in the quality department 
 PAF Guide    
Created Quality Process Guide –detailed explanations of each sections/element of the quality scorecard that consist of compiled scenarios, examples and suggestions on how to handles different kind of scenarios. As a result, it provided a clarification on how a quality evaluator conducts the audit and how agents, team leads, and heads of department 	 knows if the evaluation conducted is aligned to the process. Sharing expertise based on a quality analyst perspective. 
PAF Guide             
Created Process Guide –compiled scenarios on daily transaction in an Excel workbook file. Lessen error encountered/escalation and possible privacy breach. As a result it created win-win solutions to employees, borrowers and stakeholder. 
Contact Centre Email Guide 
Created guidelines for Contact Centre Representatives in providing timely resolution(s) to a borrower’s inquiry, hyperlinks for outlook new email containing checklist that Agents must fill-up to avoid sending incomplete request, sending email clarifications back and forth and verifying information’s that should have been available during first call handling. This resulted to be more efficient, effective and equitable approach. 
 
EDUCATION	 
Bachelor of Science in International Relations Major in Diplomacy -GRADUATE 
Lyceum of the Philippines University Manila (LPU) – S.Y 2009-2012 
Deans Lister/University Scholar (S.Y 2011-2012) 
Bachelor of Science in Electrical Engineering- CHANGE COURSE 
Lyceum of the Philippines University Manila (LPU) –S.Y 2007-2009 
Shifted to International Relations 
(S.Y 2011-2012) 
 
LANGUAGES/SKILLS/PROFICIENCY/QUALIFICATION	 
English-Advance Filipino-Advance Spanish-Basic 
Team Player, artistic, reliable, results-oriented, passionate & driven 
Ability to work in a diverse team environment 
Experience with customer interaction, complaint resolution, customer experience and escalations 
Experience in managing a team (as a Team Lead, Trainer and SME) 
Excellent problem–solving skills with strong planning & coordinating skills 
Strong written and verbal communication skills 
Proficient in MS Applications V-lookup, PVOT, Tableu, Outlook Applications and web navigation 
Knowledgeable in the following systems DOS BOSS, LEAN and Solution Center, Siebel, Kana,GM Answers, Workplace, Lark Applications and other various inhouse tools. Knowledgeable in Customer Management Solution (CMS) & BOSS System 
 
PERSONAL REFERENCE: 

	Deena Marie Ferns
	
	
	
	


Head of People and Culture (former Head of Operations)- Foodpanda 
+60102078631

Melody M. Galvez
Operations Project Manager-Exness
+60182358450

Davinash Singh Karam Singh
Quality and Training Manager-Foodpanda                                    	 
Davin11my@yahoo.com
+6012-4209750
		


I hereby certify that the foregoing facts are true and correct to the best of my knowledge
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