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Executive Summary

Experienced Customer Planning, Research and Standards Senior Analyst with over five years experience. Proven ability to turn around under-performing programs to create highly profitable programs through marketing, training and partner relationships. Accomplished Customer Relations and Customer Loyalty Operations Head with extensive experience in front-of-house and back-of-house operations. Driven to cut company costs and boost company revenue through innovative management techniques. Organized and diligent, with excellent written, oral and interpersonal communication skills. Results-focused management professional offering years of progressive management experience. Transforms high-potential staff into outstanding individuals who demonstrate the creativity that is critical to financial and operational success of the department and the company.
Core Qualifications
· Customer Database Management


· Policy / Program Development
· Strategic Planning
· Account Management
· Budget Analysis
· Business Development
· Operations Management
· Supervision and Training
· Customer Retention Program
· Customer Relationship Management

· CRM Training and Development
Professional Experience
HYUNDAI ASIA RESOURCES, INC. (HARI)

Makati City, Philippines
February 2009 – June 2014

SUPERVISOR, CUSTOMER LOYALTY OPERATIONS DEPARTMENT

March 2014 to June 2014

· Member of the team that developed the “One Hyundai Club” (OHC), a first-ever, distributor-based car loyalty program in the Philippines. 
· Member of team that created the process flows and systems in which loyalty club members are given points whenever they had service and buy genuine parts at authorized dealerships. These points can be used to buy our Exclusive Hyundai Brand Collections and Life in Style rewards items. They also get discounts for the services they had with any authorized dealerships.

· Oversee day to day activities and processes of six (6) customer loyalty operations staff. 
· Gather and maintain database of loyalty members and customer feedbacks received.
· Monitor daily card production to be given to members thru our authorized dealerships.
· Ensure that all dealer networks provide the committed benefits to members thru rebates and process audits.
· Review and approve rebates and other loyalty incentives requested by dealer network (e.g. roadside assistance, labor and parts discounts).
SUPERVISOR, CUSTOMER RELATIONSHIP DEPARTMENT

October 2013 to May 2014

· Handled a total of 2,000 concerns per year.

· Oversee the day to day handling and resolution of customer concerns received by five (5) Customer Care Specialists thru website, telephone and face-to-face.

· Review and Approve CRM correspondences such as Endorsement Letter and Acknowledgement Letters to dealers and customers to properly address the concerns raised by customers. 

· Facilitate weekly customer concerns meeting with HARI Legal, Service, Sales, Parts and Dealer to ensure faster resolution of concerns especially those that are critical and need special handling.
· Ensure proper documentation of customer concern resolution e.g. loaner car agreements, approval of subsidy and reply letters.
SENIOR ANALYST, CUSTOMER PLANNING, RESEARCH & STANDARDS

February 2009 to December 2013

· Gather and extract database on vehicle sales and service for use in Hyundai Global Satisfaction Index (HGSI).

· Implementation of HGSI and/or other in-house designed customer surveys with regards to questionnaire designing, questionnaire pilot testing, sampling design, survey designs and operations, data collection, tabulation and analysis.

· Maintain customer contacts/database on all vehicle sales and service and ensures the database confidentiality.

· Prepare status report on all survey initiatives.

· Coordinate with HARI for its own dealership’s survey readings and analysis of the dealership’s HGSI readings.

· Development and preparation of training materials for dealer CRM managers and staffs.

· Conduct trainings to dealer CRM and service personnel.

· Travel to Metro Manila and Provincial dealers on a quarterly basis to conduct audits and spot checks.

· Evaluate dealer CRM performance and spot checks their reports and other requirements set by HARI

· Assist and monitor implementation of dealer CRM business plans and sales and service actions plans 

· Monitor and prepare status reports on dealer’s reportorial compliance.

· Generate over-all performance of dealer CRM and submits to HARI executives
· Preparation of department’s annual plans and programs

· Prepare/oversee payments to suppliers and dealers regarding incentive reimbursement or other payable matters as well as receivables.
Business Research Contribution
· Hyundai Global Satisfaction Index (HGSI) Surveys

Customer Service Index (2009-2013)
The study includes the Network, Metro Manila, Provincial and Individual Dealer’s Findings regarding customer satisfaction of Hyundai-vehicle owners in terms of After-Sales service. It also identifies factors perceived by clients as important and measures performance of each factors. Submitted every quarter.

Sales Satisfaction Index (2009-2013)
The study measures the importance and performance of factors affecting customer satisfaction of new Hyundai-vehicle owners in terms of sales experience. It also identifies weaknesses and strengths of each region/area and provides Network, Metro Manila, Provincial and Individual Dealer statistics. Provides basis on sales process enhancement.
· JD POWER Satisfaction Survey Tracking Studies
Customer Service Index (2012-2013)
Understand the current network and individual performance based on Satisfaction Index Scores, support dealer to set-up individual improvement activities and validate the effectiveness afterwards. Process Audits for all dealer network once a year.

Sales Satisfaction Index (2012-2013)
Understand the current network and individual performance based on Satisfaction Index Scores, support dealer to set-up individual improvement activities and validate the effectiveness afterwards. Process Audits for all dealer network once a year.

· Mystery Shopping (2013)
Evaluation and assessment of dealer's compliance with HARI’s 7-Step Sales and Service Process based on mystery shopping.
Education
Bachelor of Science in Statistics, Specialization in Management (2002 – 2008).  
Institute of Statistics.  College of Arts and Sciences.  University of the Philippines, Los Baños.  
Proficiency
· Adept in Microsoft Office (MS Word, MS Excel, and MS PowerPoint); 
· Knowledgeable in Statistical Tools (SPSS, SAS, Stata) 

· Programming Languages (Turbo Pascal, Turbo C, HTML) 
Trainings and Seminars

Attended:

·  “Dealer Business Planning Conference” March 2013. Fairmont Hotel. Makati City, Philippines
·  “Best Of Breed Business Seminar”. September 2012. Bangkok Thailand.
· “Learning the Art of Negotiation” 13-14 April 2010. Ateneo Professional Schools 130 H.V. Dela Costa Street, Salcedo Village Makati City. Conducted by Mr. Fermin A. Domingo – Resource Person, Ateneo de Manila University Graduate School of Business Center for Continuing Education.
· “Service Excellence Workshop” 10-11 September 2009. VeraCruz Training Room KPMG Centre, Ayala Avenue, Makati City. Presented by ExeQserve.
· “The 7 Habits of Highly Effective People (FranklinCovey)” 9-11 June 2009.  Presented by Center for Leadership and Change, Inc.
Conducted: 

· “HARI-CRM Process Training” 18 March 2010. Sonata Training Room 10/F KPMG Centre, Ayala Avenue, Makati City. Participants are HARI Dealer CRM Mangers/Assistants.
