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OBJECTIVE
To be able to obtain a position within the organization wherein I can utilize my skills and interest in business process improvement and at the same time provide me with  trainings to further enhance my skills.
PROFESSIONAL EXPERIENCE

Quality Analyst – Internal (August 2012 – April 2015)
Replacement Team

Processing Services – Quezon City, Philippines

Main Responsibility

· Quality review on the assigned number of cases processed by Boston and Manila Replacement Analysts. Process the review of New York and Non-New York cases of replacing policies and ensures that reports submitted in a weekly basis are being handled in keen details. Communicated with the Business Unit’s Consultant to ensure that the cases undertaking a Replacement status are within standard

· Support staff for the team in additional transactions and special projects assigned by the Business Unit. Deployed in Cost Basis Review, a special project in backtracking of the correct cost basis amount that can be found in documents indexed to the case. Handled Cost Basis call-out, an outbound call in identifying the cost basis amount. Handled 1035 call-out, an outbound call in checking the 1035 exchange status from other insurance company.
· Preparation and presentation of quarterly Training Calibration that bridges gap between both site and allowed issues for discussions in regard of process alignment. Reporting of teams’ accuracy score with errors committed and providing the necessary action and preventive measures.
· Preparation and deliberation of coaching session to an individual who commits error and provides precautionary action for the transaction affected.
· Responsible for Training Calibration and Skills Verification reports in compliance with the COPC (Customer Operations Performance Center) standards.
· Handles the Quality Review spreadsheets that generates the individual and teams accuracy scores with identification of critical and non-critical scores and convey it to the team and management in a weekly basis.
· Participate in the State of the Unit presentation in collaboration with the Business Unit and presented the teams’ status consisting of accuracy, productivity, Service Level Agreement and head count updates.
Achievements
· Created the Replacement Quality Control monthly tracking spreadsheets and Replacement Quality Control year to date spreadsheet.
· Assist in modification of Replacement review checklist that the Replacement Analyst used in their everyday transaction that helps the team in minimizing errors.
· Modification of trackers used in Operations Report compliance with the COPC (Customer Operations Performance Center) standards. (I.e. Process Knowledge Inventory, Performance Assessment)
· Successfully handled additional task  request in creating spreadsheets for the New Business Department (I.e. Issue Review Spreadsheet, MedFees Quality Review Spreadsheet, Profile Inventory, Skills Verification Timeline and Training Calibration Timeline)
· Successfully handled special projects for the New Business Department such as Training Benchmark Survey and Signature Generator quick process documentation.
· Executed  the SharePoint modification of the Replacement team’s webpage and won the best SharePoint site within the New Business Department
· Developed an Applaud SharePoint site for the New Business Department that encourages both sites to give their appreciation to an individual who shows exceptional and admirable values with their work.
· Effectively handled the MedFees Quality Review, one of the team in New Business Department, as an additional task.
· Conducted an in-house Basic SharePoint training for New Business Department.
Quality Analyst – Internal (August 2008 – August 2012)

Mail Indexing Team

Manulife Business Processing Services – Quezon City, Philippines
Main Responsibility

· Conduct at least 25% sample size from each individual’s daily production of indexing documents in system called Siebel.
· Handles feedback error by investigating the cause of error and  provides corrective action 

· Handles rush request from the Business Unit and reply to all queries within a reasonable amount of time 
· Conducts formal and informal coaching session to an individual who commits error and provides precautionary action for the transaction affected.

· Preparation and presentation of quarterly Training Calibration that bridges gap between both site and allowed issues for discussions in regard of process alignment. Reporting of teams’ accuracy score with errors committed and providing the necessary action and preventive measures.

· Preparation and facilitates Skills Verification Examination semi-annually to the Mail Indexing Team and evaluate the results by each individual and as a whole team.
· Responsible in process updates escalation to the team through meetings and emails and at the same time coordinates with the Business Unit for process gaps between old and new updates. 
· Responsible in bringing up initiatives and effective recommendations for process improvements (improves processing time, improves utilization, achieves Service Level Agreement  targets as well as the productivity and accuracy of the team)

· Reporting with the Team Leads in both night and day shift for any updates and issues encountered during the production period.
· Conducts the training and In-charge for the training materials to be used for the new hire. Responsible for assessments and follow-up evaluations during and after the training period.
· Ensures that the quality reports are timely submitted and ensures all values are correct. Assist the team lead in producing operations reports and provides accurate data.
Achievements
· Effectively works as a Trainer and Subject Matter Expert for the team.
· Deployment in production that helps the team during peak period and unnecessary instances that needs an immediate support.
· Creates several spreadsheets and log sheets that helps the team in production. Manages the job aids and documentation needed by the team. Consolidates screenshots of sample documents and control the necessary updates. Consistently update the job aids and provide the Business Unit and the team with complete and concise documentation of process and updates. Creates a complete training job aids and timeline for future reference.
· Handles a specific volume of  cases for Replacement Quality Review
· Successfully Facilitates training with the new hires of team’s counterpart in North America through the use of  Genesys. Provides feedback and assessment during and after the probation period of the trainees.
Document Coordinator (June 2007 – August 2008)
Mail Indexing Team
Manulife Business Processing Services – Quezon City, Philippines
Main Responsibility
· Manages important document from different sources and database to the system called Siebel. 
· Reviewing the documents received thru RightFax, Electronic attachment and E-mail inboxes before transferring to its appropriate team folders. Identification of documents whether it is for requirements or for new case handling.
· Reviewing all the pages received of the document and sorting it properly according to its corresponding document type. Attaching of documents with their corresponding activity names and codes and ensures that it is indexed to the correct policy number. Ensures that the incoming documents for attachment are finished within the turnaround time.

· Responsible in handling rush request by the Business Unit to fasten the application process.
· Responsible in investigating incorrect attachment of file and correcting the attachment once rush request was received.
· Manages in cleaning the inbox to meet the Service Level Agreement set for every transaction and making sure that transactions are finished before the end of the shift. 
· Logging of all the batches processed needed for documentation and reference in searching lost batches. 
Achievements

· Consistently helps in producing job aids and reference materials for the team.
· Achieved a hundred percent accuracy score for twelve consecutive weeks.
· Selected to be the back-up Quality Resource and eventually promoted as teams’ Quality Resource.
EDUCATION
Bachelor of Science in Industrial Engineering (2002-2007)
Bulacan State University

City of Malolos, Bulacan

AWARDS

· 2013 Complete Attendance Award

· 2012 Complete Attendance Award 
· 2011 Top Performer Award
Mail Indexing Team 

John Hancock Life (New Business Department)
· 2011 Best Employee – Operation Support
John Hancock Life

US Insurance Group Division
SEMINARS AND TRAININGS

Manulife Business Processing Services

· 
Introduction to Operations Management
· Business Process Modeling and Notation 
· Total Quality Management (Expert Rating)

· Problem Solving and Decision-Making (Ateneo Center for Organization Research and Development)

· Stepping Up to Management (Harvard Business Publishing)

· Microsoft E-Learning Courses (Excel, Word, PowerPoint, Outlook, Publisher, One Note, Visio, SharePoint)

· SharePoint Training

· Spreadsheet Training

· English Proficiency Training

· Effective Business Writing Training

· Presentation Skills Training

· Facilitating Adult Learning

Bulacan State University

· Seminar on Quality Management System In Cooperation with National Transmission Corporation

· Innovation and Creativity to Foster Operational Excellence

· Seminar on Six Sigma


· The Role of IE in the Supply Chain

Microsoft E-Learning Courses
	· Course 10293: Beginner Skills in Microsoft Outlook 2010

	· Course 10294: Beginner Skills in Microsoft Word 2010

	· Course 10295: Beginner Skills in Microsoft PowerPoint 2010

	· Course 10296: Beginner Skills in Microsoft Excel 2010

	· Course 10353: Beginner Skills Training in Microsoft OneNote 2010

	· Course 10354: Beginner Skills Training in Microsoft Publisher 2010

	· Course 10355: Taking Content Offline Using Microsoft SharePoint Workspace 2010

	· Course 10356: Beginner Skills Training in Microsoft Visio 2010

	· Course 10360: Working with Microsoft Lync 2010 for Collaboration

	· Course 10373: Creating Business Intelligence Solutions in Microsoft SharePoint 2010

	· Course 10374: Managing Content and Processes in Microsoft SharePoint 2010

	· Course 10375: Managing Content, Metadata & Information Policies in Microsoft SharePoint 2010

	· Course 10376: Finding Content and People Using Microsoft SharePoint 2010 Enterprise Search

	· Course 10377: Connecting to People and Resources with My Sites in Microsoft SharePoint  2010

	· Course 10378: Setting Up Projects in Microsoft Project 2010

	· Course 10379: Building a Project Schedule in Microsoft Project 2010

	· Course 10380: Tracking and Managing Projects in Microsoft Project 2010

	· Course 10381: Customizing and Sharing Projects in Microsoft Project 2010

	· Course 10382: Beginner Skills in Microsoft Access 2010

	· Course 10383: Intermediate Skills in Microsoft Access 2010

	· Course 10384: Advanced Skills in Microsoft Access 2010

	· Course 10385: Advanced Skills in Microsoft Outlook 2010

	· Course 10386: Advanced Skills in Microsoft PowerPoint 2010

	· Course 10387: Creating and Customizing Websites Using Microsoft SharePoint Designer 2010

	· Course 10388: Managing and Controlling Documents Using Microsoft SharePoint Designer 2010

	· Course 10389: Customizing Workflow Processes Using Microsoft SharePoint Designer 2010

	· Course 10390: Working with Line of Business Data Using Microsoft SharePoint Designer 2010



