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Professional Experience
Quality Assurance Analyst
7/2017-Present
[bookmark: _GoBack]TD Bank
· Independently audit and identify procedural gaps and process improvements, thereby ensuring operational tasks are performed efficiently, reducing errors and maintaining overall customer satisfaction.
· Investigate identified issues and follow through to resolution with the line of business, guaranteeing proper training and associate engagement are thoroughly vetted to ensure overall bank and customer security, which reduces regulatory findings while increasing the company's financial reputation.
· Collaborate with the lines of business to provide clarification on highlighted findings and updates to procedures thereby preventing future errors and streamlining processes and employee tasks.
Quality Assurance Analyst
3/2016-6/2017
Central Loan Administration and Reporting Federal Savings Bank (CENLAR FSB)

· Developed, maintained and reviewed departmental policies and procedures, thereby ensuring the call center staff comprehended new information and scripting. As a result, processes were streamlined by the reduction of duplicate phone calls, due to accurate information being relayed in customer call resolutions.
· Assisted management in associate performance activities by reviewing loan information and documentation, leading to increased brand reputation by giving visibility to corrected areas of improvement and enhancing the customer’s experience.
· Independently audited over 500 customer transactions monthly, including tax disbursements, escrow overage and shortage calculations, reducing errors and increasing company satisfaction scores. Reviewed over 30 phone calls daily, to ensure that National Automated Clearing House Association (NACHA), Telephone Consumer Protection Act (TCPA) and Real Estate Settlement Procedures Acts (RESPA) were followed, reducing governmental audit findings, which increased company profits and protected customer information. 
Quality Control Analyst                                              
10/2011-3/2016              
ALLY Bank
 
· Offered and accepted a promotion to the new Quality Control team within the organization. Fostered collaborative relationships with upper management and internal departments by interpreting documentation, presenting findings and facilitating the implementation of essential changes. Led to increased customer satisfaction and associate engagement, increasing team morale.
· Provided knowledge to the business by interpreting rules and conducting business meetings, which ensured required government compliance standards were met, thereby streamlining processes. Independently provided guidance by determining business needs identified in over 400 procedures, which reduced errors to customer accounts company-wide. 
· Analyzed customer service issues, including over 5,000 financial requests, ranging from account closures to funds transfers, correspondence received and communicated the highlighted revisions via weekly meetings and coaching, improving company values by ensuring improvements were implemented in a timely fashion. 
Bank Operations Associate
10/2009-10/2011
ALLY Bank			                			       	
 
· Assisted customers in all areas, requesting necessary identification and contacting customers to verify information for the purpose of approval or declination of checking and savings accounts. Determined eligibility by processing over 2000 pended applications monthly, which consisted of reconciling information and documentation, increasing the bank’s financial and customer portfolio.
· Reviewed and secured sensitive information, which resolved discrepancies. Assisted customers in English and Spanish, while updating over 100 customer applications daily, which tracked the final approval, resulting in accurate budget forecasting of company resources.  
· Developed policies and procedures, by verifying customer documentation, such as credit reports and utility bills, while updating the team’s internal documents. Identified duplicate tasks and improved associate compliance, which increased customer retention and improved customer experience. 
 Teller Operations Supervisor
10/2008-10/2009
Bank of America                                                

· Solely responsible for customer satisfaction in all areas of the banking center, by coaching and educating associates on issue resolution and correcting discrepancies. Independently audited the Banking Center and associate transactions, to ensure regulatory compliance and maintained customer fulfillment. 
· Assisted customers by assessing financial service needs and offering product assistance, which increased customer retention and grew the account portfolios, which enhanced the bank’s brand. Oversaw 150 daily bank deposits, while solely maintaining the bank vault and automated teller machine, which consisted of over $400,000.00 in currency. 
· Offered and accepted a promotion to lead and monitor a staff in the retail services division of a major branch, where productivity increased by assuring branch goals were exceeded, leading to customer satisfaction and the company’s financial stability.
   
Academic Preparation 
Bachelor of Arts -Temple University: May 2008 
Fluency: English/Spanish-Speaking, writing, reading  
