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Matoya L. Woods
1252 NE 8th Lane
Ankeny, IA 50021
Mobile:  (515) 783-1197
Email:  Matoya.L.Woods@WellsFargo.com
_________________________________________________________________________________________________
PROFESSIONAL EXPERIENCE

-10 + years of Mortgage experience 


-20+ years of Customer service experience

-7+ years of Customer resolution skills


-7 + years of Leadership Experience
-Strong written and verbal communication skills

-Strong analytical skills 

-Strong critical thinking skills 

_________________________________________________________________________________________________
Work Experience
Wells Fargo


Quality Manager




07/2018 to Present 

Responsible for supervising the activities of a team of Quality Assurance Analyst focused in Bankruptcy, ensuring that production/ documents to be filed with the court are in compliance with customer needs and meet industry and business standards.  

· Supervising work flow and Quality Analyst; working with management to identify opportunities; interface with other Bank departments; communicate company policy, procedures and practices. 

· Reviews tracking and monitoring reports (such as court bar dates approaching for Proof of claims, customer impacting processes that need completed daily and accurately, tracking team member review activity, and front line team member disputes of reviews, etc.) for efficiency and process improvement opportunities. 

· Creates individual development plans with staff; hold monthly meetings with all team members and group meetings based on team member function.

· Maintain adequate staffing level to meet production goals; ensures that regulatory licenser and continuing education requirements are met; identifies risk and makes sound recommendations to management; monitor work completed to ensure that team members are completing accurate reviews and following approved practices; communicates company policy, procedures and practices; completes reports or project work as requested by business partners and senior management.
· Complete general management duties such as technology support request, approval of team member time off request, and other issues as they arise.
· Attend monthly procedure meetings to ensure all procedures are up to date and make sense. 

Wells Fargo


Bankruptcy Group Lead




07/2017 to Present 

Responsible for specialty Queue Wisconsin Section 128 daily review and work completion. 
· Assist Bankruptcy Team Manager with daily team responsibilities such as, creating a daily workload for team members to complete assigned work.  
· Pull reports and work them to ensure all accounts are in a queue, all post-Bankruptcy petition fees assessed are waived, Bankrupt accounts are receiving a the initial welcome to Bankruptcy letter, notating non-filer accounts with management approvals and entering daily team utilization for management  review. 
· Complete team member monthly accounts reviews, review shared inbox emails, mail, and IRRIS uploads.  
· Respond to team member request for assistance with system issues, customer, trustee, and attorney telephone escalations, and account escalations.  
· Request technology support track-its and approval team member time off request, and completed time cards in my managers absence. 
· Participated in the testing group that led the telephone migration from Avaya telephones to the Soft Phone System.  
· Attend monthly procedure meetings to ensure all Procedures are up to date and make sense. Assisted with the interview, hiring, and onboarding of new team members.
Wells Fargo


Quality Assurance Analyst II



06/2015 to 7/2017
Completed quality reviews for team members completing high risk loan servicing functions. 
· Provided team members with feedback and coaching on cases that were reviewed.  
· Trained new team members to critically analyze and execute request in Attorney letters, Debt Settlement Company, and Power of Attorney documents received for processing.  
· Collaborated with team members to determine proficiencies in the process and procedures.  
· Facilitated calibration meetings to review documents against potential risk, legal, and compliance issues.  
· Completed presentations for management to determine appropriate service level agreement and considerations for staffing to meet deadlines.  
· Provided trending reports to management for team member reports.  
· Established a recognition program to assist in building high quality scores and team moral. 
Wells Fargo


Research Remediation Analyst I 


09/2013 to 06/2015
Research and resolved written and verbal customer complaints received from the Consumer Financial Protection Bureau, Better Business Bureau, 
· Attorney General’s office, and/or from the Executive and Line of Business Manage case load. 
· Ensure adherence to service levels and monitor a phone line for incoming call escalations.  
· Monitor personal queue for incoming written complaint escalations. 
· Read, interpret, and research correspondence and legal documents including court orders, security instruments, merchant documentation, and other documentation to determine action plans.  
· Working with a variety of business partners, including internal, third party merchants, customer attorneys, consultants, and multiple team members throughout sales, default and servicing. 
· Exhibit quality customer service skills when resolving complaints orally and in writing. 
· Exercise independent critical thinking skills when researching and resolving complex customer concerns and determining the root cause origin and current status of workload. 
· Demonstrate business knowledge by understanding policies and having experience in the origination and servicing system of records.
Wells Fargo


Loan Verification Analyst II



10/2012 to 09/2013 


Created, executed documents, quality check and filed loan documentation with the US Bankruptcy courts. 
· Interpreted loan documents and legal instruments.  
· Read, interpreted, researched correspondence and legal documents including summons, court orders, motion for reliefs from automatic stays, mortgages, deeds of trust, promissory notes, assignments of mortgage and other documentation to determine action plans.  
· Worked with variety of business partners, including internal and third party attorneys, US Trustees, associate staff members, consultants, and multiple team members throughout default and servicing. 
· Train new employees and current staff members on processes to complete job efficiently. 
· Participate in Remediation meetings for current processes and complete reports for RECOR findings, work directives and current status of workload. Participating in as a subject matter expert.  
Wells Fargo 


Bankruptcy Specialist II



12/2009 to 10/2012

Responsible for review of Chapter 13 bankrupt real estate loans.  
· Audited bankrupt accounts to ensure accurate coding and processing is completed in a timely manner.  Investigated accounts to identify compliance issues.  
· Tracked and audited accounts involved in various steps of the bankruptcy process.  
· Provided input on resolution of delinquency in conjunction with state and Federal bankruptcy codes.  
· Handled and monitored multiple pre-bankruptcy and bankruptcy vendors.  
· Entered orders on motions filed through U.S. Bankruptcy courts.  
· Hired attorneys to service delinquent real estate accounts.  
· Completed payment change and post petition fees forms to be filed with the U.S. Bankruptcy court. Assisted with training of new team members as needed.

Wells Fargo


Collector II





8/2006 to 12/2009

Handled complex customer queries and complaints regarding delinquent Wells Fargo bankcard, US Consumer, real estate, loss mitigation and foreclosure accounts.  
· Utilized superior customer service and problem solving skills to collect on accounts up to 90 days delinquent.

· Successfully ensured complete customer satisfaction through delegation of critical issues to appropriate support associates for resolution and follow-up.  
· Comprised reports detailing employee statistics.  
· Managed administration, communications and coordination of information to internal departments.  
· Answered inbound and outbound telephone calls from customers in a professional and timely manner.  Completed special reports and duties as assigned.  
· Trained new employees.
________________________________________________________________________________________

EDUCATION: 
Barat College; Lake Forest, IL - B.A. – Business Management 

Degree Conferred:  1997

TECHNICAL PROFICIENCIES
-MS Windows, Word, Excel, Outlook
-ECAR (Debt Management System)
-Genesis System
-MSP (Mortgage Database)

-Net Search



-US Bankruptcy Courts Database

Hogan




-FDR




-CSS


-Accurint 



-Nice- (Call Monitoring System)

-Agile 
-HELMS



-Regulus/View 2


-IRRIS
________________________________________________________________________________________

VOLUNTEERISM/COMMUNITYSERVICE/LEADERSHIP
· Black African American Connection Iowa Chapter Chair – 2 years
· Black African American Connection Iowa Committee co- chair 3 years

· Board Member for the Des Moines MLK Scholarship Fund

· Wells Fargo Leadership Development Team Participant- Completed program 2018
