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	Summary
	· More than six years of working experience for an insurance company

· A graduate of Bachelor of Science in Industrial Engineering

· Proficient with MS Office, Open Office, Windows XP/Vista, Lotus Notes and the Internet



	Experience
	Team Leader, March 2011 to April 2015

Data Services Inc.

UP AyalaLand Techno Hub, Commonwealth, Quezon City,  Philippines

Key Accountabilities:

· Manage the day to day operations for the New Business Support team to ensure that service level agreement (SLA) is met 
· Responsible for the daily queuing of staff and work distribution 
· Perform  workforce management duties – schedule management, leave management, report management, compliance management and training logistics
· Coordinates with business unit counterpart to resolve on-the-spot process clarifications and gaps
· Coordinates with the team trainer to investigate and diffuse escalated issues

· Identify opportunities for training and process improvement recommendations

· Assists in conducting training needs analysis for personal and professional development of the staff

· Handle the monthly, quarterly and annual performance review, one-on-one coaching, support, motivation and development of staff
· Evaluate individual and team performance and provide guidance as needed

· Handle other related supervisory and administrative duties

Achievements: 

· Successfully identified transactions that can be handled through staff sharing and established two-shift schedule for the team ensuring turn around time (TAT) achievement
· Documented and implemented plans such as corrective action plans to continuously improve and sustain achievement of key metrics - dispute and compliance tracking and ensuring its monthly review with the team; and quarterly rewards and recognition campaigns were launched to further improve team and individual quality scores
· Successfully completed the Workforce Optimization Project for the New Business Support team in which a high level business process models were developed for all worktypes, 2015 capacity plan and volume forecasts were established and the ideal handling times (HT) were identified for all transactions performed by the team
· Facilitated the Business Process Model and Notation (BPMN) training for Business Users for the support staff of the New Business and Underwriting teams
· Established on-time reporting suite monthly with more action-oriented governance highlights with initiatives and strategies communicated

· 100% alignment of team metrics and processes with the revised company operations standards 
· Successfully revised the team job descriptions/requirements to comply with Customer Operations Performance Centre (COPC) standards for hiring and recruitment and training and development

· Developed and implemented job progression and succession plans for management and support roles

· Conducted attrition risk analysis and deployed strategies to improve retention




	
	Business Processing Associate,  June 2008 to March 2011

Manulife Data Services Inc.

UP AyalaLand Techno Hub, Commonwealth, Quezon City,  Philippines

Key Accountabilities:

· Handle training, quality and audit checking for various team transactions

· Conduct new hire and cross-training initiatives within the team

· Responsible for the preparation of monthly and quarterly reporting of quality and audit checks

· Facilitate quarterly training calibrations and skills verification examinations for the Support staff

· Responsible for conducting floor support for all underwriting support functions

· Handle the ordering of medical and non-medical requirements through approved vendors, processing of invoice payments, rejecting/refunding of cheques, creation of correspondence letters to clients and other functions in support to the case coordination and underwriting areas

Achievements:

· Held the team trainer position for Canadian Individual Insurance New Business Support team from June 2009 up to March 2011. Travelled to Canada on March 2010 to attend a 1-week training in order to facilitate the Manila training for the new systems to be launched across the department
· Successfully conducted all training initiatives provided by the business unit in connection to the different marketing projects launched and system/process changes implemented
· Successfully created the team’s product knowledge inventory, master training plan and schedule for new hire and cross training

· Established regular audit checks, team calibration and skills verification for the staff


	
	TIPI  Apprenticeship Program,  June 2007 to December 2007

Texas Instruments Philippines Inc, PEZA, Loakan Road, Baguio City,  Philippines

· Handled the daily shift-end report as well as endorsements to the next shift supervisor

· Escalated major downtime issues inside the production line and monitored daily and weekend criticals

· Updated reports to Planners and daily reports on statistical process control issues


	
	On-the-Job Training, May 2006 to June 2006

ABS-CBN Broadcasting Network

Mother Ignacia St. Quezon City,  Philippines

· Responsible for inbound and outbound calls for the Executive Assistant of the Marketing Officer

· Responsible for organizing documents and transmittals to other departments



	Education
	Bachelor of Science in Industrial Engineering, April 2007

Bulacan State University, City of Malolos, Bulacan, Philippines



	Particulars
	Date of Birth:
	May 30, 1986

	
	Place of Birth:
	City of Malolos, Bulacan, Philippines

	
	Sex:
	Female

	
	Citizenship:
	Filipino

	
	Civil Status:
	Single

	
	Religion:
	Roman Catholic

	
	Languages Spoken:
	Filipino, English
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