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Strengths & Knowledge Areas

· Extensive project management techniques and methodologies knowledge
· Business Process Management
· Advanced Lean and Six Sigma expertise
· Extensive process consulting skills
· Team Leadership & Collaboration
· Advanced Agile & Scrum methodology knowledge
· Proficient in MS Office Tools

Professional Experience

Business Process Manager

Dec 2012- Present

Capital One Canada  

· Lead a team of 6 Process Coordinators providing them coaching and performance management reviews

· Lead the weekly team meetings, presenting weekly process updates to management

· Developed process workflow and design for the FCAC complaint handling in compliance with regulatory requirements
· Implemented Agile & Scrum methodologies to the Marketing Operations processes, which resulted in a 40% increase in marketing campaign execution 
· Lead multiple medium size projects to redesign the marketing operations processes, increasing output by 60%

· Monitor and measure the benefits of post process implementation to ensure product quality, efficiency, and improvement decreasing the number of risk events by 50%
Financial Services Professional

July 2009- Dec 2012
CIBC, Toronto 
· Provide an exceptional customer experience for new and walk-in clients by responding to client-initiated requests resulting in over $1 million in new business
· Daily processing of mutual fund files including redemptions, open accounts, purchases, switches, and wire order placement and settlements.
· Work closely with underwriters and management to ensure quality assurance reviews are conducted, maintaining a 100% compliance rate
· Implemented new sales processes for the branch increasing sales by 20% annually
· Lead several special projects in collaboration with the wealth management team to introduce new mutual fund packages to the district 
Sr. Business Manager

March 2007- July 2009

Wells Fargo Financial, Toronto 
· Evaluate loan risk by analyzing loan and mortgage application information and implementing quality checks, which reduced write-off rates by 30%
· Identify business process challenges by analyzing process data and metrics, develop corresponding action plans, implement process improvements, and mechanisms for re-evaluation and continuous improvement            
· Lead projects to develop and recommend changes for updates to fraud mitigation initiatives decreasing fraud applications by 35%
· Designed and managed multiple Insurance marketing processes which translated to a 50% increase in branch revenues   
Business Process Associate

January 2005- March 2007
INSCO Auto Inc., Toronto 
· Assisted in training and introducing new products and programs to new and existing staff members 
· Met with clients face-to-face on a regular basis to introduce new products and collect product requirements
· Build strong relationships with new and existing clients to ensure repeat business.
· Research and interpret current and future processes and techniques and industry best practices to improve revenues and efficiency, resulting in over $500,000 of annual revenues.
Education & Training

Project Management Professional-PMP

Project Management Institute, Toronto  May, 15
 Certified Scrum Master-CSM
Scrum Alliance, Toronto, July, 15
Specialized Honours in Business Economics - Financial Management

York University, Toronto, ’07
Six Sigma Green Belt for Service Organizations Certificate

Schulich School of Business, Toronto In Progress

 

