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Objectives
Looking forward to make a significant contribution, in an ambitious and exciting company that offers a genuine opportunity for progression.

Qualifications

· Complaints Management

· Confidentiality Maintenance

· Data Protection Act Compliance

· Quality Assurance

· Handling Difficult Peoples
· Conflict Resolution
Strengths

· Excellent verbal and inter-personal skills.
· Persistent in reaching targeted goals and accomplishes given tasks on time.
· Hard working, organized and detail-oriented.
· Computer literate and knowledgeable in MS Application, Word, Excel and Powerpoint.
Professional Experience

Polished, professional customer service representative with:

· 4 years of experience providing customer support in busy call center environments for auto-loan industry.

· An unwavering commitment to customer service, with the ability to build productive relationships, resolve complex issues and win customer loyalty.

· Strategic-relationship/partnership- building skills- listen attentively, solve problems creatively, and use tact and diplomacy to find common ground and achieve win-win outcomes.

· Calm angry callers, repair trust, locate resources for problem resolution and design best-option solutions. Interface daily with internal partners in accounting, field services, new business, operations and consumer affairs divisions.

	SKILL NAME
	SKILL LEVEL
	LAST USED/EXPERIENCE

	PROCESS DEVELOPER
	EXPERT
	CURRENTLY USED/ 4 YEARS

	CALL CENTER SERVICE OPERATIONS
	EXPERT
	

	COMPLAINT HANDLING/DISPUTE RESOLUTION
	EXPERT
	CURRENTLY USED/ 4 YEARS

	SALES LEAD GENERATION
	EXPERT
	CURRENTLY USED/ 4 YEARS

	DATA ENTRY/RECORDS MANAGEMENT
	EXPERT
	CURRENTLY USED/ 4 YEARS

	MULTILINE PHONE USE
	EXPERT
	CURRENTLY USED/ 4 YEARS

	MS WORD, EXCEL, ACCESS AND OURLOOK
	EXPERT
	CURRENTLY USED/ 4 YEARS


KEY ACCOMPLISHMENTS

Certificate of Excellence 

· ranked number one globally three times versus competitors (Teleperformance and Sykes)

Rising Tide Award
· exceeding the targeted quota for three consecutive months.

Bronze Compass Award 

· exceeding the targeted quota with no errors.

Collections Process Associate/Developer 
· Managed a high-volume workload within a deadline-driven environment. Resolved an average of 500 inquiries in any given week and consistently met performance benchmarks in all areas (SPEED-ACCURACY-VOLUME)

· Became the LEAD-TO-GO PERSON for new reps and particularly challenging calls as one of the company’s primary mentors/ trainers of both new and established employees.

Consistent Exceed Excellence Performer
· Helped the company attain the highest debt collector service ratings (as determined by external auditors)—earned 100% marks in all categories including communication skills, listening skills, problem-resolution and politeness. 

· Officially commended for initiative, enthusiasm, tenacity, persuasiveness, intense customer focus and dependability in performance evaluations.

· Handled incoming calls from auto-loan creditors, responding to inquiries, resolving problems and correcting policy errors. Provided quotes and executed online policy changes for auto-loan and excess liability. Used consultative selling techniques to provide leads for telesales personnel.
Lean Six-Sigma Certified

· Completed Voluntary customer service training to learn ways to enhance customer management like upset customers and conflicts. Submitted ideas if removing and reducing idle time within the portfolio.
Consistent Call Quality Champ

· Consistent Cheers Awardee for being a consistent performer meeting 100% quality.
· Handled customer inquiries, complaints, billing questions and payment extensions/service requests.
Work Experience
Collections Process Associate/ Developer (November 16, 2013-March 30, 2015)
Genpact Services LLC

5132 Genpact Corporate Building, Northgate Cyberzone

1781 Alabang, Muntinlupa City, Philippines
Business Process Associate (UK – CSG) – (December 5, 2011 – June 10, 2013)

AIG (Chartis)

The Paragon Building 1207 Acacia Ave., Madrigal Business Park, 

Muntinlupa City Philippines
Property Specialist – (July 3, 2011 - September 23, 2011)

Avida Towers Alabang

Alabang-Zapote Road, Muntinlupa City, Metro Manila, Muntinlupa City 1770
Customer Service Representative – (May 31, 2010 – October 20, 2010)

Convergys Alabang

Block 44, North Bridgeway, Northgate CyberzoneFilinvest Corporate City

Alabang, Muntinlupa City 1770 Philippines

Trainings and Seminar Attended

2012 – EMERGENCY AND RESPONSE TEAM (MEMBER)

The Paragon Building 1207 Acacia Ave., Madrigal Business Park, 

Muntinlupa City Philippines

SPEECH LAB AND COMMUNICATION SKILLS PROGRAM
The Paragon Building 1207 Acacia Ave., Madrigal Business Park, 

Muntinlupa City Philippines

ANTI-MONEY LAUNDERING FOR INSURANCE COMPANIES

The Paragon Building 1207 Acacia Ave., Madrigal Business Park, 

Muntinlupa City Philippines

AVOIDING INSIDER TRADING

The Paragon Building 1207 Acacia Ave., Madrigal Business Park, 

Muntinlupa City Philippines

ECONOMIC SANCTIONS

The Paragon Building 1207 Acacia Ave., Madrigal Business Park, 

Muntinlupa City Philippines

GLOBAL ANTI-CORRUPTION

The Paragon Building 1207 Acacia Ave., Madrigal Business Park, 

Muntinlupa City Philippines

GLOBAL ANTI-TRUST AND COMPETITION

The Paragon Building 1207 Acacia Ave., Madrigal Business Park, 

Muntinlupa City Philippines

HANDLING PERSONAL INFORMATION

The Paragon Building 1207 Acacia Ave., Madrigal Business Park, 

Muntinlupa City Philippines

RECORDS AND INFORMATION MANAGEMENT PROGRAM

The Paragon Building 1207 Acacia Ave., Madrigal Business Park, 

Muntinlupa City Philippines

INFORMATION SECURITY AWARENESS

The Paragon Building 1207 Acacia Ave., Madrigal Business Park, 

Muntinlupa City Philippines

2010 – ARTICULATION AND BASIC ENGLISH


Block 44, North Bridgeway, Northgate CyberzoneFilinvest Corporate City

Alabang, Muntinlupa City 1770 Philippines

Education

San Juan De Dios Educational Foundation Inc., (College)

B.S., Nursing, 2005-2009

Tertiary Course

Saint Francis of Assisi College

Secondary Course, 2001-2005

Saint Francis of Assisi College

Intermediate Course, 1995-2001

Personal Information
Date of Birth: 

October 4, 1988

Civil Status: 

Single

Place of Birth: 

Cavite City

Religion: 

Roman Catholic

Sex:


Male

Height: 


5”8’

