Gloria M. Mirquez
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: EXPERIENCE

‘Asgociated Bank : - Milwaukee, WI
Bronch Manager I , Jannary 2008 — Current

Manages bank sales activities by establishing sales goals and activities to attain ncw customer relationships and
tetain existing relationships.

Develops staff through ongoing coaching sessions and by ensuting the baok sttives to meet the bank's service
quality standatds.

Plans, ditects and controls bank sales office opetations, ensuting that established policies and procedutes are
followed and delegating responsibilities ta staff as needed to meer office objectives.

Horecast and monitor safes by providing hest pmcuces and tools that exceed poals, retain and expand customer
telationship with the bank,

e Build community pipcline through nerwork with several businesses and customers,
o Facilitate product ttaining fot loan businesses and local orgadization through out the cotmunity in
Spanish/English and monitor reporting sales.
JPMorgan 8 Chase Bank / Bank One Milwankee, WI
VP Brawch Manager . _ August 2004 — Janaary 2008
v Demonstrate leadership proficiency in sales, services and operatlons.
e Bulld and maintain consumet and business sefations,
¢ Track record of developing and coaching high performance Sales aud Service tesms,
o Panicipate in all business Jevel of business management otientation, sales planning and strong teambuilding sl:llls
¢ Show strong listening, aualytical, problem solving and decisionmaking skills fo cffectively uncover and resolve
complex customer and employee fssues.
&  Eosute that the branch meets and/or cxcccds 1 daily sales poal, which inchxdes chiecking, savingy, loans /Hnes,
irvestments and credit cards,
¢  Dircctly coaching and developing the Assistant Branch Manager, Personal Bankers, and Sales and Service Assoclates.
Anto Finane Manager — Call Center _ Oitober 1997 — . Angusi 2004

L]

Ensure that the call center meets ox exceeds monthly delinguency forecast utilidng appropriate call list strategy,
established produetivity standards and effective staffing levels.

Analyze Mosaix data to ensure approptiate levels of intenstty, contact, pald. p:oducuwty, fothearance cnre, and promise
rates ate maintained,

Performed and analyzed quality levels of production through use of histotical trend tesults, focusing on reducing loss /
delinquency, quality and customer service.

Develop and maiage the Bilingual (Spanish/English) an interaal Call Center that suppvtts multiple sites and products
as if relates to monitoring tequirements.

Maintain a high level of interngl and external customer satisfaction by providiug consistently supedor staff
professionalistn, ‘

Petformed analysis of financal; opetations, and tisk control teesids through implementation of audit test steps.
Petforined detailed audit work and document test work within the appropriate collection strategies, policles and
procedures.

Developed apptopriate audit plans, communicated and implemented solutions to identified control refated issues to
assist manapentent tearn.

Lead development, implementation and teaining of Bank One policies and procedutes within the Milwaukee Anto
Binance depattment and contimed to build knowledge of cotporate policies and procediunes, baeldug and consumet
regulations laws (FDCPA, Equal Credit Oppartuntty Act, Fait Credit Reporting Act) and auditog,

Lead the audit between Auto Finance Seniotr Management Team and Risk/Corporate Audit Management,

Set goals and objectives, evaluated performance arnd developed personal growth shills strengthening plass for direct
1epOLLs.

Researched, analyzed and produred monthly seports of economic and financlal changes In the US market and provide.
analysis of changes to senior management team,

Collected and generated tepotts to analyas compliance and quality Ievels of production in order to conduct sisk
analysis and maximize customer gervice satisfaction,
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. Superv:sed and trained quality team, ensuring quality and compliance btandatds are met within the Call Center.

«  Hstablished 2 quanﬂtatwe atilysis on how to Incteme customer satisfaction aud improving the company process by
using FIT Sigma and all statistical analysea/gtaphics, Prepated an executive sutmary to a seniot management to
maximize the cominunication of the project.

»  Ensute that Supervisors and the call center recelve effective and proper training to all policies and procedures changes,

annual scorecatds, and corrective action.

Provide perfotmance feedback to Quality reps. Review sprcific site and product tesults with Colfections tanagement,

T'vack and seport FDCPA violations for compliance putposes. Link site level perfotmance feedback to business results.

Recommend new methods of improving quality assurance performance across the network. :

Suppost the business througlt process changes by updating and commuticating Collections Desktop Best Business

Practices for all products,

+ Complete potential problem analysis to identify business events that sy seyult In 4 learaing cutve fot Collectors and
identify what action the QA team can take to close the gap,

»  Petform analysis of opetations, risks and control trends through unplementat.ton of audit test steps,

+  Dotform detailed audit-woek and docutucnt test work within the apptopiate system and assigned timeframes.

Talkes inifiative to bring up and deal with diffionlt ssues. Provide constructive, ditect and accurate feedback to

IMIAgeLs.

Develop, genetate, and distelbute daily/weeldy/monthly dialer reprorts covering strategy, dialer and agent efficiencies.

Administer and tnonitor changes to dialer steategies 'md syaterndaily, weekly, monthly,

Develop and Manage internal campa[gnu,

Maintain staffing information for optimizig daily campaigns through "beat time to call software'’.

Cleady communicate system statuscs to internal customets and management, Progetively sedevr steategy and dialer

results looking for wags to inctease efficioncies.

+  Effectively communicate strategy and dialer results and changes attoss lines of business and smulti management levels
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EDUCATION

Univetsity of Cardinnl Stelteh Milwankee, WI
Buashelor of Sciens Business Administration Copeontrated in Hupran Resorcer & Marnqgement

Relevant course works Managedal Accounting, Coxposate Rinance, Statistics and Quantitutive Methods, Operations
and Production Management, Money-Banking and Financial Insutuuons Financial Accounting and Macketing,

Leadership
COMPUTER SKILLS

Proficient in Microsoft Excel, Access, PowerPoint, Woxd, PeapleSoft, CMS, Outlook, nnd Lotus 1-2-3, Mosaix Dialer,
Melita Dialer . .




