Applicant’s Name: Emmanuel C. Saguban_ Nick Name: Emman
Current Address: Purok 4 Susana Village, Brgy. Sirawan, Toril, Davao City, 8000

Mobile Numbers: 0965-970-8358 (Globe)/0985-124-9217 (Smart)

Telephone Number: (082) — 227- 3789 Skype Name: emmanuel.saguban
Personal Email Address: emmanuel.saguban@gmail.com

= Personal Information:

Age: 37 years old

Date of Birth: September 14, 1985

Place of Birth: Davao City

Civil Status: Single

Nationality: Filipino

Sex: Male

Religion: Protestant

Height: 53”7

Weight: 235.90 lbs
Language/ Dialect Spoken: English, Tagalog & Cebuano (Bisaya)
Countries Visited / Travelled: Macau, Hong Kong, Singapore, and Malaysia

® Educational Background:

Graduate School: University of Southeastern Philippines - Main Campus
Barrio Obrero, Davao City

Master in Business Administration
Major in Enterprise Management
School Year: January 2020 — May 2020

College: Polytechnic University of the Philippines- Main Campus

Sta. Mesa, Metro Manila
Bachelor of Science in Business Administration
Major in Marketing Management — ETEEAP Program
Graduated: May 2014

University of Southeastern Philippines - Main Campus

Barrio Obrero, Davao City
Bachelor of Science in Electrical Engineering— Undergraduate (2 years)
School Year: 2002 to 2004


mailto:emmanuel.saguban@gmail.com

Secondary: Saint Peter’s College of Toril
McArthur Highway, Toril, Davao City
Secondary Education Graduate - With Honors (SY 2001-2002)

Primary: Sirawan Elementary School
Sirawan, Toril, Davao City
Primary Education Graduate- First Honor (SY 1997-1998)

+ Work History

October 2021 — February 2023
HR Recruiter VA /Medical VA at VA4REI (Freelancer)

e Responsible for providing support in the various human resources and functions, which
include recruitment, staffing, training and development, performance monitoring, and
employee counseling.

e Scheduling patient’s appointments, making phone calls, and managing email and text.
Obtain all relevant medical records related to the patient from health providers including
hospitals, clinics, and specialists.

e Gathering Patient Information and Reviewing Medical Records. Review the patient
information for accuracy and completeness etc.

October 2020 — October 2021
Account Manager/Real Estate VA at VA4REI (Freelancer)

e Provides various services to entrepreneurs or businesses from a remote location. From
marketing tasks, scheduling appointments, and managing events to personal errands.

e Manage the day-to-day planning and operation of your team. This includes making sure
that each of the VAs meet the client’s expectations and hit their task or goals for each
client they worked with.

e Provide data entry, provide cold calling, lead generation, skip tracing, and setting and
organizing appointments.

e Post, design, and maintain Listings, verify and set up appointments with Buyers/Sellers,
Property Research, etc.

December 2019 — September, 2020
Operations Manager (Operations & HR) at MegaXcess IT Solutions Inc.

e Manage the day-to-day planning and operation of your team. This includes making sure
that each employee both accounting and technical department meet the company’s and
PAGCOR expectations and implementations and hit their task or goals for each day.

e Also, in charge of managing the team and make sure everyone adheres to their schedule.
As an OM, you must be organized and be able to handle responsibility. Part of the role is to
be able to train and help in their development by conducting team huddles, coaching
sessions, and by recognizing their weaknesses so you can offer solutions to them.



¢ Handle administrative requests and queries from the CEO and Owner. Organizing and
scheduling appointments with admin software. Planning meetings and taking detailed
minutes.

¢ Sourcing and reaching out to qualified candidates for current open roles. Serving as a go-
between for candidates and hiring managers. Coordinating the hiring process end-to-end.

December 2019 — December 2020
Team Leader / Virtual Assistant (Part-Time) @ Virtual Assistant House (Freelancer)

e Manage the day-to-day planning and operation of your team. This includes making sure
that each of the VAs meets the client’s expectations and hit their task or goals for each
client they worked with.

e Creating reports of the team’s performance (EOD, EOW and EOM and feedback from your
client, and should handle the issues that might arise (including HR, payroll etc.)

¢ Handle administrative requests and queries from the CEO and Owner. Organizing and
scheduling appointments with admin software. Planning meetings and taking detailed
minutes.

June 2019 — December 2019
Real Estate Virtual Assistant (Part-Time) at VA4REI (Freelancer)

Training of Real Estate essentials for Investors. Trained in handling objections on seller lead
calls, determining between a warm or cold lead. Skip Tracing, Customer Service Skills, and
Flexible and Resourceful.

Lead Generation, Skip Tracing, Marketing, Data Encoding, Techniques to become an expert
VA 6 points to Success and many more.

Tasks:

Lead Generation

e Skip Tracing

e Marketing

e Data Encoding
e Cold Calling

October 2018 — June 2019
Quality Assurance Analyst at Flatworld Solutions Philippines Inc. - Davao City

Determines telemarketing quality standards by studying inbound and outbound calls and
customer service presentations, conducting test calls to telemarketing service representatives
on new products. Managing the team stats, providing feedback/ coaching, team attendance,
and taking escalations. Handles 2-3 campaigns.

Provide feedback to telemarketers by monitoring calls; monitoring feedback for external
vendor programs; conducting monthly help sessions. Evaluate telemarketing approaches by



rating the effectiveness of telemarketing service representatives; providing quality ratings;
identifying training needs; developing training programs; and conducting training.

June 2018 — September 2018
Executive Assistant to the CEQO at Flatworld Solutions Philippines Inc. - Davao City

Preparing financial statements, reports, memos, invoices letters, and other documents.
Answering phones and routing calls to the correct person or taking messages. Handling basic
bookkeeping tasks.

Helping prepare for meetings. Accurately recording minutes from meetings. Greeting visitors
and deciding if they should be able to meet with executives. Using various software, including
word processing, spreadsheets, databases, and presentation software. - Reading and
analyzing incoming memos, submissions, and distributing them as needed.

Opening, sorting, and distributing incoming faxes, emails, and other correspondence. Provide
general administrative support. Arranging travel plans, replying to some messages on behalf
of the CEO, taking escalated call and VIP Complaints, managing social media, helping in
applicant’s interview, and preparing reports for EOD, EOW and EOM, etc.

April 2018 — May 2018
Team Leader at AN & Associates Chartered Accountants - Buhangin, Davao City

Manages the team stats, team attendance, team quality, team goal, team coaching, handles
leadership training, taking escalated call and strategic planning. Supports team manager and
performs management duties when manager is absent or out of office - Provides
encouragement to team members, including communicating team goals and identifying areas
for new training or skill checks. Communicates deadlines and sales goals to team members

Answers team member questions, helps with team member problems, and oversees team
member work for quality and guideline compliance. Provides quality customer service,
including interacting with customers, answering customer enquiries, and effectively handling
customer complaints

February 2017 — March 2018
Collector IV (Collections & Recovery) at Wells Fargo Bank - Enterprise Global Services,
LLC — Philippines - Mckinley Hills, Taguig City

Support Account Resolution functional area as an experienced Account Resolution Specialist
by utilizing advanced knowledge of company products, services, policies, procedures, account
resolution systems, and apply this knowledge when communicating with delinquent
customers.

Handles collections /charged-off related concerns, billing disputes, bankruptcy concerns,
collection settlements, payment arrangements, or negotiations, making sure the goal is hit for
the team and credit bureau disputes. Also, handles background checking for consumer/
business accounts credit history.

Interact with immediate team and Account Resolution functional area on wider range of
information, as well as internal and external customers.



October 2015 — February 2017
Junior Assistant Manager — I (Bank Officer) at BDO Bank / Banco De Oro UniBank -
Philippines - Makati & Greenhills

As JAM - I Bank Officer (BDO Bank Contact Center in Makati and Greenhills), we all handle
from BDO deposits accounts to BDO investment / UITF’s account. Moreover, handles all
electronic channels for (BDO sms banking, mobile banking & online banking). And resolved
customer banking issues or concern and making follow up for pending escalated banking
concern.

Handling customer service to BDO clients, handling difficult clients, escalating BDO branch
or technical issues, calculating about loan or loan modifications, assisting about past due
BDO loans/ credit cards, and processing / assisting BDO Remittance. Provide coaching or
feedback on my staffs on their client’s complaints, performance, or attendance. In addition,
handling BSP complaints and executive complaints as well.

November 2014 — September 2015

Senior Specialist / Team Manager (Collections & Recovery) at JP Morgan Chase Bank
N.A. — Philippines - BGC, Taguig City

After 4 months as Specialist II, I was as a Senior Specialist I for Collections, Recovery and
Disputes Department. - I was a POC: Team Manager for more than 6 months where I handled
the Team Attendance, Team Quality Monitors / Audits, Team Outing, Adherence, Coaching
and Managing the Team since my Manager was on leave that time.

Taking escalated concern / calls for recovery and collections, handling payment
arrangements/ settlements / third party collections, and filing claims/ fraud or disputes. I
monitor and report unusual client transactions, processing bank adjustments debit/ credit,
assisting on short payments or client discrepancies, and account reconciliation.

I handle and monitor the Site / Division CSAT (Customer Satisfaction Survey) for more than
6 months for Collections and Recovery. Prepare reports (EOD, EOW, & EOM), taking
escalated calls, maintain good customer service, handling complaints, coaching, client
meeting etc. Conducts / or handles Business Strategy Meeting and Operations Meeting on
weekly or monthly basis with the management.

July 2014 — November 2014

Specialist IT — (Bank Collections, Recovery & Fraud Disputes) at JP Morgan Chase
Bank N.A. - Philippines - BGC, Taguig

After 3 years as Collector - I Retail for JP Morgan Chase Bank Collections Department, I was
promoted to Specialist II for Chase Collections and Recovery Department. I handled
consumer and business accounts for active collections, providing customer service regarding
collection issues, processing customer refunds, process and reviewing account adjustments,
resolving client discrepancies and short payments. Responsible for monitoring and
maintaining assigned accounts. Customer calls, account adjustments, small balance write off,
customer reconciliations and processing credit memos, charged-off account and third-party/
collection agency account. I helped customers with their payment arrangement for their
overdrawn accounts.

I offer a settlement for charged off accounts, helping the customer about their fees, advising
the customer about setting up a payment arrangement with the agency, identity theft issues



with the customer, updating demographics, billing inquiry, assisting customer and branch
banker in processing payment for overdrawn and charged off accounts, and etc.

July 2011 — July 2014
Collector 1- Retail (Collections — Personal & Business Accounts) at JP Morgan Chase
Bank N.A. - Philippines - Bonifacio Global City, Taguig City

As Collector 1 — Retail — Chase Bank Collections for Consumer and Business Account, I
handled both inbound and outbound calls for collection or overdrawn accounts, providing
customer service regarding collection issues, process customer refunds, process and review
account adjustments, resolve client discrepancies and short payments.

Handling customer service, reviewing the transaction, setting up a payment arrangement,
advising about the charged off date and possible consequences when the account gets closed,
assisting customer on how they can pay their account, assisting customer in filling a dispute
or claim, assisting customer about fraud on the account and etc.

April 2010 — July 2011
Telephone Banker 1 (Customer Service, Retail Banking & Sales) at JP Morgan Chase
Bank N.A. - Philippines - Bonifacio Global City, Taguig City

As a Telephone Banker — I, I handle inbound and outbound calls for Chase Bank Telephone
Banking for consumer or personal account, bank accounts and online banking. I handled
customer service, account inquiry, transaction dispute or claims; explaining the transaction,
assisting the customer in opening an account, online reset and password, problem with
online bill payment, passionate about taking care of customers and providing the ultimate
customer experience.

Take incoming calls from bank customers, listen to the customers to understand their needs
and help to identify a solution, handles inquiries relating to consumer deposits, financial
transactions, and technical support such as online banking enrollment, navigation, bill pay
inquiries, professionally handle irate customers, ability to quickly resolve customer problems
utilizing various computer screens and written manuals and other related bank inquiries and
etc.

April 2007 — April 2010

Customer Service Representative at Sitel Philippines Corporation - Clientlogic - Ortigas
Center, Pasig City

As a Customer Service Representative, I was able to handle both inbound and outbound calls
for an Internet Service Provider, Satellite Radio Service and Food Company in the US. I
handled customer service, billing inquiry, billing dispute, sales or up selling of
products/services, retention, technical support, deal directly with customers, handle and
resolve customer complaints, communicate and coordinate with internal departments and
other related customer service job.

+ My Work from Home Set Up — My Internet Speed and My laptop
Specification:



Internet Speed Link: https://www.speedtest.net/result/13424313754
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I hereby certify that the above information is true and correct to the best of my knowledge and

belief.

esagiban

Emmanuel C. Saguban
Applicant

"I can do all things through Christ who strengthens me - Philippians 4:13"
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