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Date of Birth:

August 9 1982

Email id:
earl.21394@2freemail.com 
OBJECTIVE

To aspire a Challenging career in a dynamic and progressive organization where I can utilize my skills and abilities to there best and grow both personally and professionally.

PROFESSIONAL WORK EXPERIENCE
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 1st January 2009 – Till date      

Business Development Manager – (Portfolio Management Unit - Marketing)
As a Business Development Manager
· Leading a team of 20 agents.

· Able to drive and motivate the team ensuring highest per person productivity. 

· Conducting market surveys of competition and gathering facts in order to create new model designs for customer promotions. 

·  Driving projects on process improvement. 
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17th November 2008 – 31st December 2008                           

   

Team Leader – Liabilities (Portfolio Management Unit - Marketing)
As a Team Leader
· Training the new team on the product, process and policies of liabilities.

· Preparing a process note for the newly formed team.
· Leading a team of 22 agents.
· Driving the team towards attaining their daily/monthly targets.

· Preparing daily progress MIS.
· Coordinating with Relationship Managers in order to provide customers with best interest rates.

1st May 2008 – 16th November 2008                           
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Team Leader / Trainer (Portfolio Management Unit - Marketing)



As a Team Leader
· Leading a team of 10 members. 
· Driving sales and achieving daily/monthly targets.

· Preparing a daily progress report on agents run rate and target.
· Approving/processing reversal requests.
· Preparing process flow's for the department.

· Call monitoring, coaching and feedback – responsibility for delivery of the defined customer experience in every call. 

· Coaching and Development – identify gaps in product knowledge skills, refer major requirements to trainer/management, provide and organize provision for required development.
· Supporting management in leading special projects/assignments.
· Conduct weekly Team Meetings and daily briefing and feedback sessions with officers.
As a Trainer
· Managing new hire training.
· Training the department on new products and policies.
· Providing Selling skills /refresher and revitalizer trainings to the department.
19th February 07 – 1st June 08                           
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Process Trainer (Non Stop Banking Center)
· Coaching new trainers.

· Prepared a knowledge file for new and existing staff which includes all product information and processes. 

· Providing professional training on Call Center soft skills & voice modulation & training, the art of customer service & working knowledge of Consumer Banking.

· Train & certify new officers to handle calls as per Training Schedule.


· Conducting mock calls for new officer during training & provide feedback.

· Conduct Call Evaluations for each new agent per day during the Transition period.

· Maintaining a MIS of the daily progress of the new agents after training, and providing feed back regarding their progress.
· Deliver refresher trainings for existing staff on existing and new products and procedures.

· Conduct 2 Online Quiz’s per month and Publish results.

· Communicate updates to all teams for new promotions.

13th December 05 – 19th February 07   
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Assistant Team Leader (Non Stop Banking Center)
· Managing a Team of eight Officers, conducting training and MIS for team’s performance on a daily basis.

· Handling Customer Escalations.

· Preparing the Monthly Evaluation Report of our Team.

· Monitoring the performance of each individual and driving them towards long term achievements.

· Established policies and procedures to improve staff productivity. 

· Facilitated staff meetings and analyzed productivity.

· Responsible for resolving customer complaints and maintaining a positive image to customer base.

· Handling Daily Audit Reports of our Department and maintaining an MIS for the Declines on a monthly basis.

· Support and to guide the new agents by sharing experience and knowledge gained in various customer interactions. 
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3rd March 04 – 16th September 05


Assistant Supervisor (Call Center)
· Agents Call Evaluation.

· Approve and Compile MIS for limit enhancement.

· To approve Credit Card Reversal of Charges for the Department.

· Call back unit for different assignment related to customer care and feedback.

· Controlling and Maintaining call service level.

· Training and development of newly appointed agent to understand system and enhance product knowledge.

· Help agent to identify the power of listing skills.
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Phone Banking Executive (Call Center)


· Handling all quarries related to banking products and transactions.

· Maintaining a high level of courtesy with customers.

· Proving information effectively, even going the extra mile if needed.

· Provide polite, friendly efficient personalized services.

· Maintaining excellent communication links with branches and other departments to provide highest level of customer service skills.
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May – June’ 02, Oct – Nov.’03, ’04                  



Examination Invigilator

· Conducting invigilation for the ‘O’ level and ‘A’ level exams.

· Supervisor for ACCA exams.

· Arrange and Organize students to maintain discipline during the exam. 

EDUCATION

Secondary School Certificate 



 


St. Patrick’s High School

Board of Intermediate Education 





St. Patrick’s Government College

BBA 











Preston University
ADDITIONAL QUALIFICATIONS

· Windows 95, 97, 98 and Microsoft Office. (Specialist in Word/ Excel).

· Attended a presentation skills training at ABN AMR0 Bank.
INTEREST 

· Social and Voluntary Jobs.  

· Listening to music.
· Playing the Guitar. 

LANGUAGES

· English

· Urdu 
· Hindi
SKILLS

· Excellent motivation skills 
· Excellent communication, time management and negotiation skills

· Ability to work independently

· Team player with good people management skills

· Highly efficient, hardworking and motivated
· Have been trained as the fire warden of the department
ACHIEVEMENTS
· Call Center Agent of the Month of January 2005 
(Standard Chartered Bank)
· Call Center Agent of the Month of March 2005 

(Standard Chartered Bank)
· Trained total 137 new hired agents. 



(Royal Bank Of Scotland)
· Received an awarded for my excellence in training for the 2nd quarter of 2007.
(Royal Bank Of Scotland)



· As a team leader in my first month I not only over exceeded my monthly target but was the top team leader in the department.







 (Royal Bank Of Scotland)
· Have been the top performing team leader since my first month and therefore got the team leader of the quarter award.


(Royal Bank of Scotland)
