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Raymond L. Machan

	Experience
	May 2007 to Present  APAC Customer Services, Inc. Philippines    Cubao, Quezon City                                                                    

Quality Supervisor

· Prime objective is to drive quality for the account. Interact with Account Management, Operations, Clients and Quality team on a daily basis.
· Handling Publishing account with nine (9) different papers.

· Making crucial decisions in collaboration with Operations to maintain a high level of service for both client and company.
· Ensure integrity of reports provided by the CQA staff before being sent to operations and/or clients. Provide in depth reporting needed by Operations that is key to drill down to root cause.
· Attend client and internal calibrations weekly.  Set meetings with the clients and operations to explain any new process to be introduced to better quality service. Monitor and provide operations of weekly performance.
· Manage staff performance and to also provide proper coaching to meet expectations.

· Initiate Critical Care Call if account is not meeting the required goal based on contractual agreement with clients.  Meet with respective Operations managers to help drive attainable action plans to improve and meet the goal.

· Continuously study processes to ensure that best practices always apply to all situations.
August 2005 to present    APAC Customer Services, Inc. Philippines    Alabang, Muntinlupa                                                                    

Trainer

· Product Training to new hires and launching accounts. Involved in two launching healthcare accounts. HealthLink training was June-August, Northeast Anthem training was from August-September. Certified trainer for both accounts.
· Objectives are to train, the product, with depth in a timely manner. This would include: simulations, learning labs, and evaluations.

· Deliver clients’ required daily debrief with the whole team by providing training updates of class status to look for areas of opportunities, discuss and share best practices.
· Conducts refresher training classes for any updates to agents/trainees collate and address questions coming from agents during floor support.

· A prime component of floor support for the trainees in two weeks of nesting period before the class gets endorsed to operations.

· Mentor and assist in the certification with new Trainers.
· Basic Skills Training to new hires and tenured agents that needs special refresher course. 

· Main objective is to neutralize the (Asian sounding) English accent and adapt the “American accent

· The course includes: Accent neutralization, grammar, US culture and geography, customer service skills, and listening skills.

· This includes daily administrative work and deliverables.

Customer Service Representative

· Accommodate callers based on account and product information through phone and online services.

· Attain American accent, excellent communication skills and well versed on product knowledge.

September 2002 to August 2005   SPI Technologies Inc   Parañaque City Input/Output QC 

· These two processes were added to improve production without compromising quality.

· Tools used for cropping and manipulating figures: Adobe Photoshop 7, Adobe Illustrator 10, Adobe Acrobat 6.0 and Corel draw.

· Job functions: Input QC – Manipulate figures to desired size in proportion and give further instructions, if necessary, before endorsing to graphics operator. Output QC – The last process before releasing to typesetting production. Quality of each figure must pass the client’s standard, where it will only be rejected and accepted by an Output QC. Conduct updates or meetings to graphics production, when needed.    

Graphics Operator

· Functions similar as a layout artist of figures, images, also scanned images, photos and figures etc. for scientific journals published in America and Europe.

· Tools used for cropping and manipulating figures: Adobe Photoshop 7, Adobe Illustrator 10, Adobe Acrobat 6.0 and Corel draw.

· Job functions: Size accordingly, improve images and text if necessary, crop by eliminating all white spaces to its exact and/or desired size and finally clean by erasing any specs or dust needed.

· Finished product should always be in (eps) or (tiff) format and must pass the quality standards of client’s specifications.

January 2002 to April 2002   Sulok Bar                            Parañaque City
Manager

· Oversees all areas, bar, billiards, kitchen, Internet & gaming.

· Supervise and consult staff members; Head cook, assistant cook, waiter, computer assistant and billiard specialist.

· Confirm purchase for food, beverages, and other materials.

· Conduct inspections for the bar, billiard, computer and kitchen area.

· Public Relations for guests and maintain operations at all times.

· Check stock inventory for kitchen, bar, and billiards day-in and day-out.

· Plans and conducts billiard or gaming tournaments and other events.

· Compute daily sales. 

July 1999 to March 2002   SPI Technologies Inc
Parañaque City

3B2 Typesetter

· Functions as a compositor for academic and scientific journals published in America and Europe.

· Trained to use the most advanced typesetting tool in the pre-press industry.

· Skilled in producing page layout for print and web publication.

· Knowledgeable in SGML interpretation.

· Works flexible and extended hours in a 24-hour operational company.

	
	Feb. 2001 to April 2001
   International School Manila
Makati City

Assistant Coach – ISM Softball Team for IASAS 2001

· Assisted in drafting ISM’s softball team for the year 2001.

· Co-trains the students in preparation for the championship games. 

· Participated in practice games.

	
	Jan. 2000 to March 2000    International School Manila
Makati City

Assistant Coach – ISM Softball Team for IASAS 2000

· Assisted in drafting ISM’s softball team for the year 2000.

· Co-trained the students in preparation for the championship games. 

· Participated in practice games.

· Joined the delegation in the Jakarta, Indonesia championship games.

	
	January 1999 to November   SUN-HO English Tutorial
Parañaque City

Private Tutor

· Primary assignment was to conduct English grammar and speech lessons to Korean students.

· Create modules for students of different levels.

· Maintain a keen progress report of each student and discuss with parents and teachers, if necessary, in order to better the students.

· Extended duty was to administer academic and home tutoring.                                           

March 1994 to October 1998   Machan Enterprises
Parañaque City

Assistant Manager

· A family owned business.

· Provide the necessary directive measure to ensure quality products for clients.

· Audit printing machines, raw materials and operators.

· Meet and accommodate prospective or previous clients.

· Collaborate with client’s desired design or format.

· Make certain that delivery dates are met.

	Education
	1991 – 1997
PATTS
Pasay City

· Bachelor of Science degree in Air Transport Engineering.

	
	1990 – 1991
Philippine Union College
Silang, Cavite

· Fourth Year High School

	
	1981 – 1990
Saudi Arabian Int’l School
Jeddah, K.S.A.

· Kindergarten through 9th Grade (Elementary to Junior High)

	Other Skills
	Fluent in English, Tagalog and Arabic. Knowledgeable in the following computer applications: MS Word, MS Excel, MS Office, Adobe Photoshop 5-7, Adobe Illustrator 7-10, Adobe Acrobat Exchange 5, Adobe Acrobat 6.0; Adobe Acrobat Distiller, Hijaak Pro, MS Photo Editor, Image Alchemy, GS Tools, Advent 3B2 Publishing



	Training Courses
	Desktop Publishing, Proofreading, SGML, Team Building Workshop



	Other Activities
	1997 to present – Mary Help of Christians Parish, choir member / tenor soloist

1996 – PATTS, Inter-departmental basketball tournament – member of champion team

1995 – Word Youth Day, participant and delegate, Mary Help of Christians Shrine



	
	

	
	

	Personal Background
	Born on January 8, 1975 in Quezon City. Resided and studied in Jeddah, KSA for 11 years. Traveled around the world. Outgoing, flexible, self-motivated and dedicated. Hobbies include swimming, basketball, table tennis, lawn tennis, weight lifting, baseball and football. Other interests are music, singing, cooking, community service and internet surfing.

	References
	Upon request.










