                                                                                                                                                                                     

RESUME

MARIAM SANWARANGKOOL

MOBILE PHONE NO: +6017 396 2341
E-MAIL: me_reyam@hotmail.com


 (
PERSONAL PARTICULAR
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AGE				: 26 YEARS OLD
GENDER				: FEMALE
D.O.B				: 25th DECEMBER 1989
P.O.B				: SONGKHLA, THAILAND
NATIONALITY			: THAI
RELIGION			: ISLAM
MARITAL STATUS		: SINGLE
CHARACTER			: FRIENDLY, RESPONSIBLE, AND ENTHUSIASM
CORRESPONDENCES		: A02-16 IMPIAN HEIGHTS CONDO 
ADDRESS				  BANDAR PUCHONG JAYA 47170 SELANGOR
PERMANENT			: 74/9 M.6 SAMNUKTIEW SADAO
ADDRESS				  SONGKHLA 90120 THAILAND			






 (
ACADEMICS
)

2011 – 2012	: STAMFORD COLLEGE, PETALING JAYA.
  BACHELOR OF ARTS IN INTERNATIONAL BUSINESS (HONS), 
  	  UNIVERSITY OF EAST LONDON, UK.
 	  (SECOND CLASS HONOURS)

2007 – 2010	: STAMFORD COLLEGE, PETALING JAYA.
		  	  DIPLOMA IN CORPORATE ADMINISTRATION
		 	  (CGPA OF 2.93)
		  
2002 – 2006	: SMA AN-NAHDZAH
			  SIJIL PELAJARAN MALAYSIA (SPM)
			  PENILAIAN MENENGAH RENDAH (PMR)
		  	  (PASS)

 (
SKILLS
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A: COMPUTER SKILLS	: MICROSOFT OFFICE CONTENTS OF MS WORD, MS EXCEL,
  AND MS POWERPOINT

B: LANGUAGES		: FLUENT IN THAI, GOOD IN ENGLISH AND BAHASA MALAYSIA

C: PERSONAL		: GREAT TEAMWORK, HIGHLY MOTIVATED, METICULOUS 
  ATTENTION TO DETAIL, AND HIGH DETERMINATION IN 
  EXPLORING NEW KNOWLEDGE


 (
WORKING EXPERIENCE
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COMPANY NAME	:  AMERICAN INTERNATIONAL GROUP SHARED SERVICES
DATE PROMOTED	:  APRIL 2015 - CURRENT
POSITION		:  QUALITY ASSURANCE ANALYST
	
JOB DESCRIPTION:
· Checking claims and underwriting documents processed by operations. (supporting Thailand & Hong Kong – Back up for South Africa and GULF , Malaysia, Indonesia, Philippines and Singapore)
· Checking Australia CPS Collection (Account receivable) for Autocash and Cash on Account processes.
· Checking Indonesia CPS Collection for Statement of Account, Mark Off, and Reminder Letter processes.
· Working on new migration – Malaysia CPS Collection.
· Providing immediate feedback and process improvement plan to the agent.
· Floor walk and providing coaching to the agent.
· Consistently tracking the error committed by the technician, implemented RCA, provide feedback/action plan to operations, and provide feedback to in-country. 
· Guiding the agent on the process and product knowledge to meet business requirements.
· Supporting co-workers through checking and feedback to assure quality of work provided to operations.
· Ensure all the outcome given to operations are fair and follow the guidelines.
· Driving monthly calibration with operations and trainer to ensure the quality analyst is aligning on the process knowledge & recent updates.
· Supporting co-worker on team knowledge transfer, personal development, training, and guiding on cross training project.
· Act as a team mentor, being the first point of contact for process, product knowledge, query, resolution and where appropriate.
· Pro-actively report technical issue to avoid the delay in process/report.
· Identifying and driving initiatives to prevent quality issues from arising and taking full responsibility for the resolution of emerging quality issues.
· Provide yearly forecasted volume to manage team capacity plan.
· Working on the area (Save time) where the team can improve on Quality sampling selected method - Automation for sampling selection by country/by individual.
· Provide Individual SWOT analyst to team leader (entire KPO & FA) - create training plan based on Individual SWOT analyst.
· Managing team respective individual tracker (assign task based on a rotation basis) - ensure the team are knowledgeable in every processes. Make sure there is no business dis-connectivity during respective QA was on leave.


· Working on efficiency plan for KPO DMS Team, 25 FTE / 1 QA plan.
· Working on Mini Project such as Performance Banding, QR Form Automation, Quality Campaign, Individual Quality score tracker, Individual SWOT analysis tracker, Account Management report, and RMRP
· Organize and manage team/myself workload to meet target and strict deadlines.
· Manage attendance to maintain team work life balance and ensure there is a backup with no affect to BAU.
· Take responsibility for team learning and development, keeping team up-to-date with all policy/claims/cases/payment.
· Manage team activity to increase team engagement.

COMPANY NAME	:  AMERICAN INTERNATIONAL GROUP SHARED SERVICES
DATE PROMOTED	:  9th DECEMBER 2013 – MARCH 2015
POSITION		:  ASSOCIATE QUALITY ASSURANCE ANALYST
	
JOB DESCRIPTION:
· Checking claims and underwriting documents processed by operations. (support Thailand, Hong Kong, South Africa and GULF – Back up for Malaysia, Indonesia, Philippines and Singapore)
· Checking Australia CPS Collection (Account receivable) for Autocash and Cash on Account processes.
· Providing immediate feedback and process improvement plan for the agent.
· Floor walk and providing coaching for the agent.
· Analyst the data and provide resolution confidently.
· Finding root cause of the error to provide correct support to the agent to meet SLA target.
· Guiding the agent on the process and product knowledge to meet business requirements.
· Supporting co-workers through checking and feedback to assure quality of work provided to operations.
· Ensure all the outcome given to operations are fair and follow the guidelines.
· Supporting co-worker on team knowledge transfer, personal development, training, and guiding on cross training project.
· Act as a team mentor, being the first point of contact for process, product knowledge, query, resolution and where appropriate.
· Pro-actively report technical issue to avoid the delay in process/report.
· Identifying and driving initiatives to prevent quality issues from arising and taking full responsibility for the resolution of emerging quality issues.
· Organize and manage team/myself workload to meet target and strict deadlines.
· Manage attendance to maintain team work life balance and ensure there is a backup with no affect to BAU.
· Take responsibility for team learning and development, keeping team up-to-date with all policy/claims/cases/payment.
· Manage team activity to increase team engagement.


COMPANY NAME	:  AMERICAN INTERNATIONAL GROUP SHARED SERVICES
DATE JOINED		:  25th MARCH 2013 – 9th DECEMBER 2013
POSITION		: BUSINESS PROCESS ASSOCIATE	

JOB DESCRIPTION:
· Data validating of multiple line of business for claims document (Supporting Thailand, back up Indonesia and Malaysia).
· Processing of claims documents and ensure it been routed to proper destination.
· Ensure process turnaround time of each transaction processing is adhered to (45 second/ document).
· Monitoring and record on system issue.
· Testing new system and provide feedback.
· Directly liaise with Thai business partner to minimize incorrect data provided.
· Set standard process for Thailand claims document to avoid duplicated process.
· Record frequently asked question for team reference.
· Creating validation training material for new user guidance.
· Minimize the team tracking error by developing the technician’s tracker.
· Monitor and record on technical issue and provide resolution to avoid business discontinuity.
· Run Adhoc reports for APAC countries.
· President of Validation Staff Welfare Fund Team (V-SWIFT), manage/running staff activities/funds to increase team engagement.
· Nominated as the Work Area Representative for APAC Validation Team.
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Nur’ Atiqah A Rahman
AIG
	Senior Quality Assurance Analyst (Global Operations and Systems)
	Office Number	: 	+603 2719 6401
	Mobile			:	+6014 608 0369	 

Sarmini Baskaran
AIG
	Senior Quality Assurance Analyst (Global Operations and Systems)
	Office Number	: 	+603 2719 6470
	Mobile			:	+6016 233 4457	 
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