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appointed Global Talent Acquisition Lead, Maria Judd 
(ASW). Over the coming months ASW will be investing 
further resources into world class recruitment 
technology to provide our stakeholders a seamless and 
streamlined approach. 

Our recently established digital marketing agency SOY, 
has tripled revenue since January with consistent 
month on month growth. The SOY team were met with 
plenty of challenges as our portfolio of clients had 
an increased urgency for leads and revenue amidst a 
shrinking market. The team responded with class, and in 
many cases exceeded client expectations. I’d urge any 
of our ASW clients to reach out if curious to understand 
the capabilities available within SOY. 

In our regional offices we continue to navigate COVID 
with different circumstances in each respective country. 

In Vietnam, 100% of our staff are back in our offices 
and it’s business as usual. The office mood is buoyant 
as we consolidate three office locations into one at 
REE Tower. We’ve been incredibly fortunate in how the 
Vietnam government has handled the virus, with many 
regarding it as the global benchmark for ensuring the 
health and safety of its people.  

Malaysia has been somewhat of a rollercoaster with a 
second wave and not too dissimilar to what Victorians 
have experienced over recent months. The ASW offices 
remain accessible to teams who need it, but we advise 
all staff to remain home until it’s safe to return. Kudos to 
our Malaysia staff for their resilience as they have now 
been working from home for nine months and counting, 
and their positive attitude has been widely recognised 
among our clients.  

To Our Valued Partners & Staff, 

I’m sure you’d agree the year has been incredibly 
challenging as businesses learn to work in a distributed 
environment, and yet humbling as we hear of our staff 
going above and beyond to ensure the client objectives 
are met whilst working from home.  

I’d like to make special mention to our CEO Joe Fussell and 
the board who guaranteed the job security for all 1100+ 
ASW employees for 2020 amidst the most uncertain 
economic times the world has seen. Joe has put our 
people first and the appreciation from our staff for this 
gesture was overwhelming. It speaks to the culture that 
has been built for nearly a decade and we’d like to think 
it’s what separates ASW from other providers.

Here at head office, our senior management team has 
doubled since last year. Recruitment has improved 
enormously under the guidance of our Director of Talent, 
Sarah Lourie (The Talent Consultants) and recently 

Daniel Breese
General Manager,  

Business Development

The Philippines continues to experience high COVID 
case numbers. Coupled with the recent destruction 
caused by Typhoon Ulysses, this has resulted in many 
of the ASW extended Filipino network being affected 
by one of the worst floods in over four decades. The 
resilience and optimism of the Filipino people have 
been nothing short of incredible. ASW was pleased to 
provide financial donations in order to support our staff 
who personally delivered emergency relief packs. The 
team that helped fellow citizens in a time of need was 
remarkable – many of whom personally contributed 
their own salaries. The consensus amongst staff 
is they’re desperate to get back into the office and 
collaborate with their colleagues once more. We’re 
equally as eager to have them back in our offices and 
seeing their smiling faces. 

Despite the adversity of 2020, ASW has been 
fortunate to again add a large portfolio of new clients 
from a wide range of industries across all our locations 
which position ASW for an enormous year ahead.  

Thanks to all our clients for working with us during this 
challenging year, your approach to supporting your 
teams was enormous and we look forward to a positive 
2021. 

Lastly, to all our incredible staff, well done on making it 
through such a difficult year!  

Your efforts and resilience are truly appreciated, and 
we can’t wait to have ALL our teams back in the office.  

Sincerely,   

Daniel Breese 
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U P D A T E S It was a Monday morning in mid-September, I was just turning on my computer, when I received a call from a very frantic 

customer –  all 39 of their websites had been attacked by bots, and I had not even finished my first coffee yet! Even 
though we didn’t manage these websites, our website developers jumped in to quickly work out the problem and find a 
solution. The website developers dedicated their time for the next week to this client and were able to not only get the 
websites back, but add extra security measures so that it didn’t happen again. The client was VERY relieved to have their 
sites functioning again.

WEBSITE DEVELOPMENT

SEO/PPC

GRAPHIC DESIGN

Like many travel-related businesses, our client Tony at Marquee Limousines was hit hard during the pandemic. Tony 
made the decision to continue his SEO, social media, and blog writing services with the SOY team despite the low 
demand for business. Our aim was to continue trying to increase his ranking for keywords within Google, while his 
competitors dropped off. As restrictions are easing off in Australia, Tony is starting to see his business increase. He now 
has returning customers because of his excellent service and we can find him new customers through our SEO and PPC 
strategies. We are so glad that Tony stuck with us and we are seeing the light at the end of the tunnel together.

To me, the graphic designers in our team are miracle workers. They receive a brief, and somehow they make it work! Sure 
Fire Services needed a new logo as they felt that their current one was outdated. The brief given was that it needed to 
be modern and it needed to look good on black or silver. You can see for yourself that we were able to present three 
beautiful and very different concepts for the client to choose from: 

Kelly Olive
Account Manager

How many businesses can say that they TRIPLED 
revenue in 2020? The SOY digital team can! 

While most of the world paused, all aspects of digital 
marketing thrived. To say that I am proud of the team 
and what we have been able to achieve is truly an 
understatement. This team managed to band together, 
even when we were very, VERY apart.  

Even though I value all of the projects that the team 
have worked on in the last six months, a few stand out 
for me: 

To top all of that off, we will be launching our new SOY website early in the new year. New year, new us… Just like the 
SOY team, it will be fresh, fun and FAST! Stay tuned for the announcement.

I’d like to wrap up by thanking the SOY team for their hard work, dedication to strive for greatness, and making 2020 that 
little bit more bearable. I wish you and the greater ASW family a happy and safe holiday season! 
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The Scheme Reporting Team led by Aileen, and the 
Corporate Reporting Team led by Valent and Katherine, 
were all highly committed in the delivery of a high quality 
year-end process, completely virtually for the first-time, 
under intense time pressure. Their efforts culminated in 
praise and acknowledgement from the external auditors, 
KPMG, and the EML Board. In addition, the teams have 
lived the spirit of continuous improvement. Most notably, 
the Scheme team delivered 11 continuous improvement 
initiatives for a total of 13 hours of monthly savings and 
several higher quality outputs.

EML FINANCE 
Scheme and Corporate Reporting Teams 

EML BAS PPG 

Over the past six to eight months, a number of EML 
managers and myself have been amazed at the team’s 
resilience and agility to adapt. The COVID pandemic 
has turned everyone’s world upside down but the team 
have literally turned their lives upside down to ensure 
that BAS keeps on moving and the pandemic does not 
cripple our business. They have changed shifts, worked 
at each other’s houses, shared internet, uprooted their 
lives for months to live away from home, and so much 
more to keep working and keep things going. We were 
able to push people to work from home, get a lot of the 
team online, and get things under control without any 
significant processing delays. In addition to that, the 
team worked tirelessly to deliver devices around to get 
everyone online and working in a BAU capacity as quickly 
as possible. Not only that, EML BAS has been able to find 
significant efficiencies in process along the way.

2020 has been a difficult year. At the very start in 
March, this new team started having never met, and have 
worked together and executed amazing work. They have 
worked together so well that PPG expanded the team in 
October, and once again facilitated a seamless addition 
to the wider PPG team.

2020 is marked by unprecedented challenges for all of us at ASW but it’s 
also a year of great achievements brought on by amazing teams across 
ASW Philippines, Malaysia and Vietnam who go above and beyond what 
is expected of them. Here are some of the exceptional teams recognised 
by their clients.

PHILIPPINES



Collaborate 5

EML DEV 
Phoenix Team 

EML DEV 
Pivotal Team 

KODA CAPITAL

VIETNAM MALAYSIA

Each team member has done an amazing job! 
They consistently go above and beyond, and 
they’ve definitely stepped up during crunch 
time. Each team member has demonstrated 
accountability with their work. Their skillsets are 
great and their effort is second to none. Here is a 
summary of their amazing achievements: 

Goanna application: Managed to fix the stable 
issue within a short period of time. 

Working From Home (WFH) booking app: Within 
six weeks, they managed to roll out the app to 
UAT. The app is stable, we’ve received many 
positive feedback on the app. 

Working in Office: They managed to spin up the 
app within two weeks in production. 

SQL Upgrade for 6 Nexus critical applications: 
No issues were found in production after the 
upgrade. 

This year the Koda Capital team in Malaysia has received 
the ASW Malaysia Team of the Month for May 2020, as 
well as receiving two Elephant awards from Koda. This 
makes it a total of three Elephant awards for the team 
so far. The Elephants are passed on to staff who have 
upheld the Koda values strongly – excellent work quality, 
leadership, challenging the status quo, and appreciating 
clients, colleagues and the community they work in. 

One of this year’s two Elephants was awarded to Melissa 
Francis and Sarah Jasmin for being happy, enthusiastic 
and helpful in assisting Rebecca Elepano with numerous 
Equifax searches and KAWI forms. They have been 
invaluable in opening new accounts while meeting 
timelines for other clients and keeping the Koda project 
on track. The second Elephant was just recently awarded 
to the team during the recent Koda Day. 

Their very first Elephant was received way back in 
December 2019 when the team was visiting the client 
office in Sydney. They were awarded for excellent work 
performance, work quality and their high willingness to 
learn.

The team, on numerous occasions, has gone 
above and beyond to get a piece of development 
finished that the business requires urgently. It’s 
all hands on in the Pivotal team to get a piece of 
development across the line for the release. Ace 
team has turned around an urgent change to how 
tax was apportioned and displayed in Payments, 
and the whole Pivotal team has helped with the 
testing for ten minutes to make sure it worked as 
expected before it was put into UAT for testing, 
whilst PT is flying around in witch costumes 
bewitching all into submission.
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Jessica is always pro-active, courteous, and goes the extra 
mile to help all EML technical teams complete changes in 
compliance with our Change Management process. She 
is always helpful and willing to spend time explaining the 
change process to new starters. Thanks to Jess, audits 
run very smoothly as essential evidence records are 
always documented correctly. Jess coordinates activity 
across many teams, in many time zones, yet always stays 
calm and focused on the best outcome for EML.

JESSICA FOO 
Change & Problem Management Analyst 
EML Technical Support 

Fadzli is an exceptionally passionate engineer when it 
comes to finding solutions to resolve system issues that 
affect users. His “never give up” mindset and attitude has 
assisted the team resolve numerous issues that ensured 
the EML end users are able to continue to perform their 
daily business activities as smoothly as possible. Fadzli 
has exceptional skills and is extremely flexible to adjust as 
required in any project or task. He continuously goes over 
and beyond what is expected of him and his contribution 
across the team is invaluable. 

FADZLI BAHARUDIN 
Senior Systems Engineer 
EML Infrastructure

Shafiq always strives to improve his personal skills. His 
flexibility and adaptability to changes makes him a vital 
part of the QA team’s progress in increasing productivity. 
He raises issues with proposals on how to solve them at 
all times. He is the best example of time management, and 
understands the value of hard work and working smart to 
improve oneself. He takes on the challenges and works 
with management to fix any issues he observes.

MUHAMAD SHAFIQ AHAMAD  
QA Officer 
EML BAS RTWSS QA Team 

Nafisa has done a stellar job in leading her team. Her strong 
orientation skills, winning attitude, and eye for process 
improvements has not only reaped commendations from 
the clients but has been the key to the solidarity and 
focus of the call review team during this tough period. It is 
truly a pleasure to work with someone so dedicated to the 
success of the call review team. 

NAFISA YAHYA HAJA HAMID  
Call QA Supervisor 
EML BAS Call QA Team 

Praveena is one of the best individuals her clients have 
worked with. She is calm and reasonable when solving 
issues, and always has a solution. She always makes 
sure that she delivers her responsibilities excellently, 
even providing full support on days when she’s on leave. 
Praveena is like a friend or a family member to her team, 
checking on them to make sure that they’re adapting well 
and assisting them with any challenge. Praveena steps 
up as “Site Manager” for BAS RTWSS when needed and 

PRAVEENA SOMOO 
Team Lead 
EML BAS

Aidil is a great example of how progression can be made 
in your career. Aidil has played an instrumental part in the 
Infrastructure team for a number of years. His continuous 
dedication to improve infrastructure capabilities and his 
willingness to take ownership of issues have not gone 
unnoticed over the years. He has made it a very easy 
choice for his clients to put him forward for a promotion 
when the opportunity presented itself.

SHAHAIDIL YATIM 
Technical Delivery Manager 
EML Infrastructure Team 

Of course, we’d be remiss if we didn’t recognise the brilliant individuals who have 

made outstanding contributions to their teams and clients this year. Congratulations 

to these amazing staff! 

MALAYSIA

is highly collaborative with HR and other ASW shared 
departments.
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Being a pioneer team member in BAS team KL, Amir has 
set an excellent example of career enhancement to the 
rest of the BAS team. From a DEA, Trainer, Assistant TL 
and TL, Amir has shown tremendous leadership and 
communication skills in ensuring his team performs well. 
Aside from leading his team, Amir has been given a huge 
responsibility to maintain the IRIS system as needed 
and tabulate reports on a daily basis. He goes the extra 
mile, and is highly collaborative. If not for him, BAS would 
definitely struggle reporting the group’s performance 
back to the business.

AMIR DANIAL RAJENDRAN 
Team Leader 
BAS RTWSS  

Vanessa contributed significantly to the biggest months 
ever in the history of the performance of our business and 
has maintained an exceptionally positive attitude, despite 
being cooped up at home for most of the year. Vanessa 
also always exceeded her KPIs and has given our more 
senior staff a massive run for their money in the team’s 
informal ‘best performer of the quarter’ competition. The 
team is proud to not just have Vanessa be part of the CC 
Family, but to also call her a friend as well (whose GIF game 
is always on point)!

VANESSA KERK TONG YING  
Intermediate Financial Planning Analyst 
Capacity Connection 

Jackson has become an integral part of the Kay & Burton 
team in a very short span of time. He balances a high 
level of technical competency with first class customer 
service. His tasks are completed in an efficient manner 
and despite being told not to work long hours or on the 
weekend, he is always happy to help where required. 

JACKSON YIKE  
CRM Administrator 
Kay & Burton  

Kok Wah has an amazing work ethic and is a great 
role model to her peers. She is dedicated to ensuring 
timeframes are met and that the quality of her work is 
to the highest standard. Kok Wah is very meticulous in 
her tasks, often going above and beyond to provide a 
great service and communication to the consultants she 
works with. Kok Wah is one of the most productive team 
members despite the transition to working from home 
with the challenges of IT/internet connectivity issues. 
Kok Wah has received the most direct positive feedback 
of the entire team, and has never received any negative 
feedback. Kok Wah is highly independent and able to work 
with minimal supervision, and often provides guidance and 
support to her teammates.

From her very first day, Elmi was extremely quick to 
uptake the information and skills required to do a fabulous 

job! She has an excellent level of attention to detail and 
is dedicated to ensuring that only the highest quality of 
work is produced. Elmi has shown strength in training and 
assisting others, and was promoted to an Assistant Team 
Leader position within six months of commencing work 
with IPAR. Elmi often receives positive feedback from the 
consultants she supports, and is recognised within IPAR 
as an expert within the Consultant Support division.

GOH KOK WAH  
Rehabilitation Assistant 
IPAR

ELMI EZZATY  
Assistant Team Leader 
IPAR 

Kavinder has always been proactive in answering and 
seeking knowledge with regards to the process. He gels 
well within the management team post his transition from 
Call Review, and always shares his best practices to the 
team. Apart from work, he also projects a warm, cheerful 
attitude to the agents, always lifting the mood of those 
around him. 

KAVINDER HARBAN SINGH 
Team Leader 
BAS RTWSS 

Ahmad has made exemplary contribution in creating 
tools for the ATLs to efficiently carry out their tasks 
and monitoring. He proactively helps out in making 

quick fixes by using his knowledge of the system, or the 
tool, especially IRIS. He has shown a huge improvement 
in addressing concerns or queries by the agents and 
bridging the gap amongst him and the leads. Ahmad 
continuously looks for something to improve on our tools 
or our processes by giving out feedback. He still has a lot 
of things to learn, but for this year, his contributions paved 
the way for more manageable, efficient and accurate tools 
and processes for the ATLs to carry out their tasks.

AHMAD FAKHRUDDIN ZULKEPHLI 
Assistant Team Leader 
BAS RTWSS 

MALAYSIA
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This year, Fairuz contributed a great deal in delivering one 
of the high priority projects in Steadfast Agencies. As part 
of the clean-up activities of the project, she trained and 
has been educating some onshore Sydney team members 
on how to adequately perform receipting and allocation 
within the system and workflows. Fairuz also made sure 
that all issues are raised in a timely manner. Her ongoing 
contribution to this critical project will ensure that clean-
up efforts are done correctly to avoid future problems. 

Furthermore, Fairuz has shown commitment in helping 
upskill the new onshore team lead. She has tirelessly 
provided walkthroughs on agency processes and 
systems. Understanding the criticality of the first couple 
of weeks of onboarding, she devoted time to provide 
focused training and has been very generous in sharing 
her knowledge. Fairuz re-arranges her scheduled leaves 
to ensure she is there during these important periods of 
learning and upskilling.

FAIRUZ DIYANA ZULKIFLI 
Credit Control Analyst, Team Lead 
Steadfast Business Solutions 

Trissna has continued to work tirelessly for the team 
and no task is ever too much for her. She goes above 
and beyond and gives everything to ensure the ongoing 
success of Hewison Private Wealth.

TRISSNA DURAISINGAM 
Client Servicing Executive 
Hewison Private Wealth

Given how unprecedented this year has been, Zul has 
been great at adapting to change and managed himself 
accordingly. His ability to both communicate and work 
autonomously while upholding his quality of work has 
made him highly dependable in a challenging period. 

ZULHELMY BIN ZA’ABA  
Structural Engineer 
Tingmore Structures  

Anand has been instrumental in making positive impacts 
in every aspect of IT service delivery to the clients. 
He always set the bar high and always strives for it. It 
is great to see, under his leadership, the unparalleled 
collaborative effort taking shape within his engineering 
team and delivering exceptional results. He always leaves 
management astounded at the level of dedication and 
hard work he puts in every situation. 

ANANDARAJ JAYBALAN   
Engineering Team Lead 
Trident Technology Solutions  

In 2020, Aswathy, Meiyammai and Lutfi have contributed 
to help with payment related work, month-end tasks and 
other accounting work. All three of them are very dedicated 
employees, helpful and have made themselves available 
whenever there are urgent tasks needed to be completed. 
Thanks to them, all payments to client went through on a 
timely manner. During the busy period of month and year 
end closing, they have remained focused and dedicated in 
order to meet overall objectives.

Tania has been excellent this year and really supported the 
business in a variety of roles over the last 12 months. She 
is someone the team can rely on to help with any special 
projects that come up including the upcoming transition 
to a new workflow management system.

Nadia has only been with Tempus Wealth for a short 
time but is making a great impression. She shows great 
initiative and resourcefulness in learning how to do tasks 
given to her. Management has great confidence in Nadia’s 
ability to perform well in the team.

ASWATHY RAMAKRISHNAN,  
MEIYAMMAI MEIYAPPAN,  
MUHAMMAD LUTFI OTHMAN  
Account Assistants 
AUB Group

TANIA PEREIRA   
Risk Specialist, Team Leader 
Tempus Wealth

WAN NADIA WAN RAFIIN   
Senior Mortgage Analyst 
Tempus Wealth 

Shobana has done a fantastic job in tough circumstances 
in 2020. She has taken on and diligently resolved several 
long standing projects to the benefit of the Wickshire 
business.

SHOBANA BASKARAN
Broking Administrator 
Wickshire

MALAYSIA
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Nam provides excellent service and delivers as promised. 
He has assisted in the success of Pivotal SQL Server 
upgrade.

NAM DUY TONG
Pivotal Database Administrator 
Pivotal  

Vinh is always there to help out and provide constructive 
feedback which is valuable to the success of the 
application implementations.

Dung has been going above and beyond to achieve results. 
Over the last couple of months, he has been starting very 
early in the morning for consecutive weeks to investigate 
and fixing multiple complex issues with eDocs, manually 
creating reports to help others analyze the issue. At the 
same time, he extends his time at work to understand the 
needs of the business without complaining or requesting 
for any reward. 

He has been with the team for more than five years, and 
has always performed at the highest level. Son is always 
nice and helpful with the other team members. When the 
team has new developers, Son is always more than ready 
to train them.

Lea Ma has been an outstanding leader for the Allan Hall 
team this year. She is always looking out for her team’s 
best interest, whilst also being a positive advocate for 
processes and decisions. She has been instrumental in 
shaping the strong, growing ASW Allan Hall team, providing 
input to recruitment decisions when asked, and taking time 
to provide ongoing support, guidance and encouragement 
to the team, both personally and in relation to their career 
development and technical learning. She is a proactive 
and collaborative communicator with management in 
Australia, someone trustworthy and always happy to go 
the extra mile to ensure our clients have the best possible 
outcome to their tax and compliance needs. 

The team has been moving QCs from SVU to INSIGHT, 
and Huy has helped train other members get familiar with 
INSIGHT. Huy has trained new QC in Australia with her 
knowledge. Huy is a pretty quiet person, but her work on 
SF Tech speaks volumes.

Bella has been an invaluable member of the QC team, 
demonstrated by her recent promotion to QC lead. She 
has been a key team member in achieving challenging 
project goals and timelines this year, with the business 
providing positive feedback for those projects. Bella is 
results focused and goes above and beyond to thoroughly 
understand the business requirements, allowing her to 
always deliver quality and achieve business objectives. 
Bella has shown great initiative this past year in always 
questioning why and how we can improve our processes. 
She is always up for a challenge, demonstrated by her 
putting her hand up to do feature demonstrations to 
the business, and sharpening her presentation skills. 
The business has appreciated those presentations, 
commenting on the level of detail and clarity of the 
presentations. 

VINH NGUYEN   
Systems Architect 
SAR  

DUNG TUAN NGUYEN
Software Development Leader 
eDocs 

VO THAI SON
INSIGHT Developer 
Steadfast Technologies  

LEA MA
Tax Manager  
Allan Hall   

DUONG KHANH HUY
INSIGHT QC 
Steadfast Technologies  

PHAM HOANG UYEN
QC Team Leader 
MedHealth  

VIETNAM
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Joy is an absolute rock star! The efforts she put in to deliver 
high-quality work for the FP&A team is commendable. She 
plays a very important role in key processes, especially 
with month-end by maintaining an effective process to 
ensure that accounting entries are correct. She has a 
good eye for detail – very good at noticing anomalies in 
the accounts and communicates well when issues arise. 
She’s always around to lend a helping hand, and never 
says no (although she probably should sometimes!). She 
picks up concepts quickly, and rarely needs much of an 
explanation/instruction when the team asks for her help.

Maan has been a great factor for the success of the QA 
team’s initiatives. She is consistent in providing insights on 
how the team can better cater to the needs of Operations 
while still factoring the capacity of each member. This 
helped the management team to always come up with 
long-lasting resolutions to challenges. Maan has been 
the overseer of the team’s overall productivity that led to 
the drastic improvement in efficiency of her colleagues. 
With continuous improvement in mind, she looks for 
opportunities and prepares for potential issues with the 
current processes. 

meet all of his deliverables, and still find time to 
provide assistance to his colleagues when needed. His 
dependability coupled with his positive demeanour makes 
him a pleasure to work with and is one of the reasons he is 
so well liked by his colleagues. 

Ben is the epitome of the word “reliable”. He can multitask, 

JOY ANN RODRIGUEZA
Senior Accountant 
EML Finance Team   

MAAN GRACE MERCADO
QA Officer 
EML BAS RTWSS QA Team    

BENEDICT PERALTA
WHIP Training Specialist 
EML BAS WHIP Training & QA Team   

Paula has on many occasions come to WINSW’s rescue 
– at the drop of a hat – by providing reports to complete 
complex projects like PIAWE indexation and reporting to 
icare. Paula is the typical quiet achiever who simply gets 
on with the job. Nothing is too much trouble for her. Despite 
her multiple competing priorities, the speed with which she 
responds to requests has been of enormous value to the 
business. Not only does she provide the extracts required 
ahead of the deadline, but she often makes suggestions 
for improving them by including data items or rearranging 
output. Any subsequent re-work or re-reporting required 
is managed with equal professionalism and speed.

Jordan’s exceptional ability to identify system 
improvements, map out processes, and implement them 
has made him a standout leader. His dedication and 
intelligence in monitoring processes for bottlenecks has 
brought enhancements in the QA team’s overall efficiency 
and accuracy. His pro-activeness and dependability are 
complemented with his strong leadership skills – traits 
that have resulted to numerous successes and make him 
an important asset to EML BAS. 

Adrian has been the strongest support this year, and has 
also completed many CI projects which are valuable for the 
team. Adrian also multitasks to ensure that all deliverables 
are completed in a timely manner, and is always willing to 
offer his  assistance to his teamates and his team lead. 
Adrian has excellent rapport with the claims team and 
within the call review team. 

Over the last three years with the icare contract, Jonah 
has always put her best foot forward and made a number 
of changes to her management style to ensure her teams 
are optimised as best as possible and engaged. The EML 
business is constantly well informed of what’s going on 
and how the team is performing, and Jonah has stepped 
up with icare to showcase her operational knowledge and 
strategies. She has given the business every confidence 
that it will be OK every step of the way even when things 
have been really tough.

PAULA FRANCIA   
Data Analyst 
Actuarial Services Team

ALLAN JORDAN ESPINOSA
RTWSS QA Supervisor 
EML BAS RTWSS QA Team

ADRIAN BENJAMIN LIM
Quality Assurance Specialist 
EML Call QA Team

JONAH CAMANIA
Operations Manager 
EML BAS - RTWSS 

PHILIPPINES
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Mau consistently goes above and beyond to ensure our 
Global team supports the requirements of the Personal 
Injury portfolio. Whilst we were impacted by the shutdown 
of the COVID-19 crisis, Mau worked diligently in getting 
all processes back up and running as soon as possible. 
This greatly assisted the onshore teams to get back to 
business as usual, allowing them to focus on assisting 
people to get their lives back. 

Mau has been an absolute star for ages within BAS. She 
goes out of her way to ensure the entire Pivotal team stays 
on track and performs. She constantly works endless 
hours to ensure everything runs smoothly, changes are 
made promptly, queries from the business are responded 
to appropriately and user guides are created and updated 
in a timely manner. There has been a huge amount of 
process updates and new processes in the Pivotal team, 
and these changes would not have occurred so smoothly 
if Mau wasn’t there. 

Cristina has been instrumental in the success of the 
Phase 1 of the PIAWE Reviews. Her adaptive behavior 
and expertise with the process is proven to be beneficial 
in the timely completion of the reviews. Her tenacity and 
her ability to go the extra mile in order for a task to be 
completed is noteworthy, as well as her dedication to the 
team.

They are the pillar of operations at MNL office. They 
do have an option to WFH and they are the few from 
the management team who wholeheartedly volunteer 
to continuously work at the office when most people 
are scared to go out, even when the accommodation 
sponsored by ASW is discontinued. Their dedication is 
worth recognizing – they have stepped up in making sure 
that all activities at the office are well coordinated and 
safety is ensured for our new hires.

Charles has been executing excellent work since he 
started in March. The eye for detail and file set up is 
spotless. A great asset to the team.

MAUREEN DELA PENA
Team Lead 
EML – Personal Injuries Team   

CRISTINA ORTIZ
Quality Assurance Officer 
WHIP QA Team   

MARK JOSEPH ESPELETA,  
DENNIS DE LEON
Team Leaders 
BAS RTWSS  

CHARLES TORRES
Junior Designer 
PPG    

Ericsan has been an outstanding performer in 2020. 
She is a team player, key to the overall team’s success 
and does exceptionally well as an individual performer. 
Her key achievements include accurately completing 
all deliverables to tight timeframes, while, at one stage, 
performing two fte-roles to support cascading team 

member role changes. Ericsan’s latest marvel was leading 
the AP Team in successfully completing the Concur 
system enhancement project which involved close 
coordination with Sydney Finance and a consultant to 
manage a complex system change with a large number of 
stakeholders.

Arjay has been an amazing support to the team from 
AS White onboarding to being the general go-to team 
member. He supports the team with their workload and 
pushes everyone creatively. 

Esther is our go-to person outside of Australia. Esther 
is reliable, dependable and just gets on with the job. No 
matter what we throw at her, regardless of how big or 
small the task is, how cumbersome or otherwise the job 
may be, we can always rely on Esther to get the job done 
quickly and efficiently. 

ERICSAN ESTHER LA GUARDIA  
Intermediate Accountant 
EML Finance Team

RYAN ALIVIA 
Senior Designer 
PPG Team 

QUEEN ESTHER NAMOL 
Administrative Assistant 
MST Lawyers  

PHILIPPINES
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Barbarra is an amazing team player, and is always the first 
to offer her assistance to her teammates during busy 
periods, or with complex tasks. Barbarra is always willing 
to work on challenging new tasks or support others with 
more repetitive tasks, all whilst remaining respectful of 
processes and team culture. Barbarra always presents 
herself with a positive and friendly attitude and is a very 
hard worker, often exceeding her performance targets. 
Barbarra’s excellent time management skills has resulted 
in her being the most efficient team member.

Leo has been the rock for his team at Collaboro. He is 
always ready to get the work done efficiently and to a 
high standard. He is always open for new challenges, and 
consequently, a trusted and valued part of the team.

From the outset, John has been committed to 
understanding the business values and goals. In doing 
so he has been successful with assisting SpotED with 
developing a quality framework that reflects not just 
SpotEd values, but the students’ values. 

Since the implementation of John’s framework the team 
has seen a reduction in complaints and cancellation 
rates and a steady rise in overall satisfaction. Further to 
this, John has been adaptive to the business needs and 
works across departments to evaluate enrolments and 
ensure the team is always striving to do the right thing 
by the students, ultimately contributing to a culture of 
continuous improvement. Despite the challenges 2020 
has bestowed upon us, SpotEd is thankful to have 
committed team members such as John.

BARBARRA CRUZ 
Rehabilitation Assistant 
IPAR - Manila   

LEO LANZADOR 
Digital Asset Manager 
Collaboro  

JOHN PHILIP LIM
Head of Student Support at SpotED 
Student Support Team  

Karen consistently displays high levels of performance, 
and demonstrates great work ethic and expertise in 
her role. Karen often receives positive feedback from 
her customers (consultants), including praise about her 
professional writing skills, her understanding of services, 
her reliability and the amount of assistance she provides. 
Recently a typhoon in Manila caused our whole team 
to be disconnected from their electricity and internet 
supply. Karen then used her own mobile data to hotspot 
and continue working to minimise service disruption. 
Management commends Karen for her dedication to the 
business. 

Michael is a quiet achiever who has made a name for 
himself within our business as the “favourite Rehabilitation 
Assistant” amongst various customers and teams. Michael 
has received numerous positive feedback regarding his 
exceptional report writing skills, accuracy, and attention 
to detail. Michael has been able to consistently produce a 
high quality of work whilst maintaining and exceeding his 
performance targets. Towards the end of the year whilst 
many team members are beginning to grow tired, Michael 
remained motivated and energetic in his role, never taking 
any sick leaves! The team is very proud of Michael and 
is very excited to see him continue to flourish within the 
business. 

KAREN QUIAPON  
Rehabilitation Assistant 
IPAR - Manila 

MICHAEL CAJEPE
Rehabilitation Assistant 
IPAR - Manila

PHILIPPINES

Since starting in with IPAR in April, Janine has come leaps 
and bounds, her ability to quickly adapt in learning new 
tasks is very pleasing.

After learning Victorian and New South Wales Insurer 
Schemes, Janine has compiled User Manuals for both 
states with step-by-step information for ease of referral 
entry, invoice and reporting. This is quite amazing 
considering the short time Janine has been with IPAR. 
These manuals will be used for new Business Support 
starters onshore and offshore. Janine’s personality 
compliments her work and it’s a pleasure having her in the 
BS team.

JANINE ROGANDO 
Offshore Business Support Team Leader 
Business Support, IPAR BSO  
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N E W  M E 
I N  2 0 2 0 2020 has also been a profound time for learning, self-actualisation and life-altering change. Here 

are some of our ASW staff whose lives have transformed in different ways during the pandemic. 

NGUYEN, TRAN XUAN THAO, ASW Vietnam

LINH DO, ASW Vietnam

KHANH LE THI KIM, ASW Vietnam

JOACHIM ANG, ASW Malaysia

In 2020 I became a mother for 
the first time. I did not know how 
much love my heart could hold 
until I met my daughter. And 
cliche but true – my daughter 
makes me a better person, and 
I hope I can do right by her and 
make her proud to be mine.

This year, the old designer 
inside me, who randomly 
stayed up till 4 AM with a big 
jar of iced coffee to keep the 
creative flow undisrupted, has 
been met by a new me who 
understands that keeping the 
body healthy is the best way 
to feed the creative mind. 
30 plus years of age (not 

young anymore!) and preparing to welcome our first child 
motivated me to notice what the body needed and treat it 
the way it should be. Preparing healthy homemade meals 
has been a new way of getting creative (with recipes) for 
me, whilst working out after work and releasing all that 
stuck energy completes my day.

Shortly before joining our 
wonderful company more 
than three years ago, I did 
something I’d never thought I’d 
ever do – I ‘let myself go’. I had 
gone from years of working out 
and endurance running two 
hours a day, six days a week 
with strict diet protocols to 
pretty much eating anything 

I wanted, and putting all of my energy on the job. 2020 
and all her challenges sparked an amazing insight for me. 

While being embraced in an 
environment where people 
genuinely care for one another, 
I have gained more confidence 
to take better care of myself – 
eating healthier, and engaging 
in more physical and mental 
fitness activities held by ASW. 
I have lost 10 kilos this year, 
and in the process, have found 
love!

I learnt that it’s possible to show up 110% for work, self, 
health and family at the same time. Here’s a lockdown 
selfie (against an appropriately prison-themed window 
grill) after having lost 20 kgs and gaining a whole lot of 
feeling good about life. For whatever it is that you do, find 
your own why and how. Then maybe, just maybe, you 
might find your own bliss too. 

GOH KOK WAH,  ASW Malaysia

At one point this year I felt 
quite unproductive, following 
the busy years of my master’s 
study and being hired by ASW 
late last year. However, I am a 
firm believer in writing the story 
of my life the way I want to live 
it. So I turned to self-learning 
via online short courses. In 
my case, for my continuous 

professional development as a counselor and at the same 
time for my role at AS White for IPAR as a Rehabilitation 
Assistant, I opted or at least aimed for courses that can 
further aid me in both aspects. From someone who initially 
had doubts on how much an individual can gain from 
online self-learning, I have now become a regular online 
learner on a vast range of topics – time management, soft 
skills, and online communication. Even though we are now 
in the month of December, it is never too late to get the 
ball rolling for a new you. 
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JANINE ROGANDO,  ASW Philippines

PAOLO TUASON,  ASW Philippines

FRANCO MAPUA,  ASW Philippines
ROSIELYN LUCOS,  ASW Philippines

JOHN PHILIP O. LIM,  ASW Philippines

My life has always been filled 
with music. This year I got 
a kalimba and I told myself 
that maybe this is a sign to 
learn something new. It was 
challenging at first but I am 
proud to say that I can play it 
now like a pro. This may not 
be as remarkable as the other 
stories but I am glad that I’ve 

learned how to play my kalimba. It definitely brought a 
different sound in my quiet quarantine life.

As an active person who 
is frequently running or at 
the gym, I felt restless and 
anxious after we were forced 
to stay home. I made sure to 
be productive and maximise 
my idle time. I attended 
webinars to learn something 
new and enhance my skills and 
augment my portfolio. I even 

attended a mental health frontliner webinar to broaden 
my perspective of mental health. Luckily during this time, 
ASW also hired me, and it has been great working for a 
great company that values every person’s strengths. Soon 
a good friend of mine invited me to do yoga on weekends, 
and it was one of the best things that have happened to 
me this year. It put me on a serene mindset to reconcile 
myself as a law-abiding citizen and an accepting person 
of our current situation.

Making great coffee has 
been a passion of mine for a 
little more than a year now. 
Since starting to brew, I’ve 
been learning about the many 
nuances and secrets that go 
into making your everyday 
cup o’ joe: water temperature, 
brewing methods, grind 
coarseness — rather overkill,  
I’m sure it seems. 

What drives me to pursue the perfect cup is being able 
to serve that cup to my friends and family. In these dark 
times of isolation and quarantine, I choose to continually 
hone my skills in preparation for the day that we’d gather 
around the table surrounded by the wonderful aroma of 
freshly brewed coffee. Until then, and surely beyond so, I 
will work every day to grow as a barista.

While much of who I am has 
not changed, 2020 allowed 
me to discover more about 
myself as I rediscovered my 
love for reading, music, and 
photography. Being able to 
work from home did not only 
give me more time to be with 
my family, but it also gave 
me time to pick up books, 
learn new songs to play with 

my keyboard and guitar, and see my surroundings from 
a different perspective through photographs. I also 
rediscovered my passion for cooking and doing it for my 
family gave me a sense of joy and togetherness during 
these challenging times. 

This year I am also much happier with my career. I am 
working with a team where I feel valued and appreciated, 
and enjoying what I do at work is also a plus.

This year, apart from reigniting 
my passion to getting fit 
and healthy, I became a 
regular employee of ASW. 
I can honestly say that 2020 
will be the year that ushered 
in the new me. This year I 
will further improve myself 
through the digital leadership 
program to diversify and help 
bring a bigger difference to  
my team. 
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Nothing gives us more hope and happiness than the new 
additions to our staff’s families! Make way for the cutest babies 
from our ASW parents! 

T H E  N E W 
A D D I T I O N S

MUHAMMAD NOAH RIFQIE BIN MOHD RAHMAT  
Mohd Rahmat Bin Tahir

NATALIA IZABELLE G. CINCO 

Evita G. Cinco

NGUYEN KHANG NHAT KHOI  
Am Ly La

SARAH BINTI MUHAMAD SAHIH  

Jolynn Samantha Martin and  

Muhamad Sahih Bin Juso

NGO MINH HY  

Ngo Thanh Luan
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MAI SIEBURG  
Tran Xuan Thao Nguyen

NGUYEN PHUONG NGHI 

Nguyen Hung Dung

HOANG VU TRUC LAM  
Hoang Van Tai

DANAH DO 

Do Hoang Linh

RIN 

Vo Minh Phuoc
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DAVID MARCO NEPUNAN  

Kestrel De Castro and  

Deolino Nepunan

EDGARDO ZAEL RAMOS Alyzsa Kathryn Marie Ramos

GABRIELLE FABABEIR FRANCISCO  

Edicon Francisco

KATNISS ALTHEA CAREL
Harlene Aldover 

KOBE NICOLAS 

Jane Cabaces
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CAEDRINNE NAHYA PACLEB  
Audrey Lobitana

LUCAS G. DOMAGTOY 

Nelson Domagtoy

WINONA CANDICE BENTIJABA  
Josephine Garcia

ZIA BEATRICE ORELA 

Anna Sheryln Orela

ZABRIELLE GARCIA

Angelica Garcia



ALBERT GAYA (ASW PHILIPPINES) AND GRACE CAYETANO FATIN NOOR AFIFAH AFIF BINTI DASUKY (ASW MALAYSIA) AND 
MUSTAQIM BIN MOHAMED
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Weddings seem to be limited this year, and congratulations and 

best wishes to the only newlyweds in the big ASW family! 

W E D D E D 
B L I S S



 
A big thank you to everyone who has contributed to our newsletter created 

especially for ASW employees, by ASW employees. We love reading your stories, 

so keep them coming! We hope you enjoy reading this edition.

If you would like to contribute in the next edition of the newsletter, please send all 

articles/requests to: carlos@soyagency.com

July - December 2020

F I N A L  M E S S A G E


