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LYNDON
LYNDON.280064@2freemail.com 

LEARNING AND DEVELOPMENT PROFESSIONAL

Objective: A highly competent trainer with an exceptional track record in facilitating/conducting training programs on diverse topics (Customer Service, Telephone Skills, Retail Selling Skills, Team Building, Product Knowledge) in a wide array of business disciplines as well as solid instructional design experience seeking to join a senior  training/education  position with an equal opportunity company that will provide opportunities for growth and development to apply accrued skills  in contributing towards the achievement of tangible and intangible organizational objectives.

SKILLS
· Exceptional English communication skills (spoken and written)

· Computer proficient (MS Office and Windows OS) 

· Technically oriented and a fast learner

· Creative and technical writing including instructional design and learning program development

· Exceptional typing skills with an average of 89 WPM and 99% accuracy (touch typing)

· Public speaking, hosting and relations, training delivery and facilitation

EMPLOYMENT HISTORY

	I.
	Position
	Learning and Development Officer
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	Company
	Al Futtaim Group – Retail Division
	

	
	Department
	Human Resources Department, Al Futtaim Watches & Jewellery
	

	
	Specialization
	Training Delivery, Process Knowledge, Customer Service, Retail Selling Skills, organizational development 
	

	
	Date Joined
	February 21, 2015 – present
	

	
	Location
	Dubai, United Arab Emirates
	


· Created and coordinated induction plans for the new managers starting in the business, and all retail store staff

· Championed technical and behavioral skills development in the company

· Managed all business specific training requirements and ensured all learning interventions are up to the required standard.

· Supported management in executing development training for talent development and succession planning including implementation of succession planning programs.

· Created learning programs for Effective Leadership, Customer Service, Retail Selling Skills, Interpersonal Development, etc. as an open in-house program.

· Created a yearly training planner to include learning and development programs in-house and Al-Futtaim Learning Center courses

· Maintained all administrative records relating to employee training

	II.
	Position
	Training Business Partner
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	Company
	QBE GSSC (Group Shared Services Center)
	

	
	Department
	Human Resources, Learning and Development
	

	
	Specialization
	Induction training, training business partnership, learning pathways and curriculum development
	

	
	Date Joined
	September, 2014 – January, 2015
	

	
	Location
	Cebu City, Philippines
	


QBE Insurance Group is one of the world's top 20 general insurance and reinsurance companies, with operations in all the key insurance markets. QBE is listed on the Australian Securities Exchange and is headquartered in Sydney. We employ more than 17,000 people in 43 countries.

· Partnered with process SMEs in relation to work-stream training requirements within a range of training policies, programs and practices.
	III.
	Position
	Training Professional
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	Company
	The Results Companies
	

	
	Department
	Training Department
	

	
	Specialization
	Sprint Postpaid CLC New Hire Process, Continuing Education, Instruction Design
	

	
	Date Joined
	October, 2013 – September, 2014
	

	
	Location
	Lapu-lapu City, Cebu, Philippines
	


The Results Companies has committed to strategically establish call centers in communities with small-town values, where courtesy and empathy are a way of life. With each and every contact, Results' top priority is your customer’s experience. We truly believe that the most important people to a company are its customers. And, in turn, the most important people to those customers' and prospects are the representatives who handle their phone calls, respond to their questions and solve their problems. Very often these professionals are "the company" to its customers and prospects.

The Results Companies exceeds its clients’ expectations by providing a better operational foundation while integrating leading processes and systems to drive top-tier performance and quality.

	IV.
	Position
	Training Officer
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	Company
	Jarir Bookstore
	

	
	Department
	Human Capital Development
	

	
	Specialization
	Retail Sales, Process Knowledge, Customer Service, Personal Development, Effective Writing Skills, Managing Stress and Distractions, Developing Assertiveness
	

	
	Date Joined
	November, 2011 – January, 2013
	

	
	Location
	Riyadh, Saudi Arabia
	


Jarir Bookstore is regarded as the market leader in office supplies, school supplies, IT products and books not only in the Kingdom of Saudi Arabia but in the entire Middle East.  Its CEO recently received the Forbes award for one of the best CEO’s in the region.  Jarir Bookstore is well reputed and highly respected among its customers and the business community.  Having worked in the region (Dubai) in the past, working in a multi-cultural company (20+ nationalities), was a privilege.  I have had the opportunity in strengthening my facilitation skills and learning a lot from the industry.

· Built on existing new-hire programs and initiate an improved induction program for retail sales staff.

· Carried out the new-hire wing-to-wing process training and orientation including the company’s Selling With Passion program

· Traveled and visited the different showrooms and conducted coaching conversations with retail sales staff, supervisors and showroom managers

· Designed several new programs for managers, showroom leaders retail sales staff including Stress Management Programs, Effective Writing Techniques, Team Building Workshops, Effective Leadership Program and Developing Assertiveness Skills

	V.
	Position
	Senior Trainer
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	Company
	JPMorgan Chase Bank, N.A.
	

	
	Department
	Performance Improvement, Chase Canada Card Services
	

	
	Specialization
	Training Delivery, Process Knowledge, Customer Service
	

	
	Date Joined
	November 27, 2009 – November 27, 2011
	

	
	Location
	Cebu City, Philippines
	


JPMorgan Chase Bank is a 2.3 trillion-dollar financial services firm and operates in more than 60 countries worldwide with more than 250,000 employees.  As one of the world’s largest bank, the firm takes pride in its business operating principles that I have grown quite proud of and have used these principles in my daily responsibilities within the firm as I manage wing-to-wing process training for Chase Canada Card Services during its business process migration:

· Carried out the new-hire wing-to-wing process training

· Evaluated the appropriateness of training materials to local new hires

· Supported overall captive operations through coaching conversations

· Ensured seamless transition from classroom training to business operations

· Performed ongoing training programs to non new-hires in support of process changes 

· Traveled to Ottawa, Canada for 2 months for training

	VI.
	Position
	Training and Development Officer
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	Company
	Al Futtaim Group – Retail Division
	

	
	Department
	Human Resources, Al Futtaim Watches & Jewellery
	

	
	Specialization
	Training Delivery, Process Knowledge, Customer Service, Retail Selling Skills
	

	
	Date Joined
	October, 2005 – March, 2009
	

	
	Location
	Dubai, United Arab Emirates
	


As one of the biggest companies in the Gulf, confidence and excellent communication skills, aptitude in planning and organizing, quality standards, specialist knowledge, thinking, decision-making and proficiency in presentation are essential.  The principal accountabilities include, among others:

· Developed and organized the criteria for performance evaluation prior to training

· Evaluated the training requirements

· Designed, developed and implemented specific training courses for the business

· Provided post-training evaluation, assessment and support

· Provided training for head office personnel

· Emiratization program support

· Initiated process reengineering and documentation efforts

· Maintained close contact with the business managers and continuously monitored and evaluated the progress of each group and individual against set goals

· Provided training and evaluation support to ensure that retail operations, showroom procedures, system handling, cash and stock management techniques, etc. are carried out properly.
	VII.
	Position
	Program Specific Trainer and Instructional Designer
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	Company
	Convergys Philippines Services
	

	
	Department
	Training, Quality and Instructional Design
	

	
	Specialization
	Training Delivery
	

	
	Date Joined
	March, 2004 – May, 2005
	

	
	Location
	Cebu City, Philippines
	


A global leader in customer management for over 30 years, Convergys (NYSE: CVG) is uniquely focused on helping companies find new ways to enhance the value of their customer relationships and deliver consistent customer experiences across all channels and geographies. With 75,000 employees, Convergys helps clients balance the demands of increasing revenue, improving customer satisfaction, and reducing overall cost using an optimal mix of agents, technology, and analytics. Among Fortune 500 companies, over half of the top 50 are clients that trust their most important relationships to Convergys.

· Delivered a 2-week communication and culture program for new hires

· Delivered a 4-week extensive program specific training program for new hires based on stringent client requirements including product, procedures, sales techniques, telephone techniques and handling difficult customers/complaints among others.

· Facilitated simulation and e-learning programs

· Assessed trainees and conducted individual and group coaching conversations

· Handled new applicant initial phone and personal interviews while on non-training time

· Developed new training material and improved existing material according to strict instructional design standards.

· Traveled to Manila for 2 months for training

	VIII.
	Position
	Product Trainer
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	Company
	Sykes Asia, Inc.
	

	
	Department
	Training
	

	
	Specialization
	Training Delivery, Assessment and Development
	

	
	Date Joined
	March, 2003 – March, 2004
	

	
	Location
	Cebu City, Philippines
	


SYKES is a global leader in providing customer contact management solutions and services in the business process outsourcing (BPO) arena. SYKES provides an array of sophisticated customer contact management solutions to Fortune 1000 companies around the world, primarily in the communications, financial services, healthcare, technology and transportation and leisure industries.  

Reporting to the Training Delivery Manager, my core responsibility was to facilitate the 20-day training that involved technical procedures, e-learning simulations and coached new hires so they will be able to efficiently perform on the production floor while meeting strict client standards.

EDUCATIONAL BACKGROUND
Level:


Tertiary, Bachelor’s/College Degree

Field of Study:

Business Administration

Name of Institution:
University of San Carlos

Location:

P.del Rosario St., Cebu City, Philippines

Graduation Date:

March 2003

AWARDS RECEIVED, MEMBER ORGANIZATIONS & TRAININGS ATTENDED
 Effective Communication and Human Relations including Speech Arts
SPEECHCOM, Cebu City, Philippines

April 11 – May 21, 1988

 2nd Prize Winner
Extemporaneous Speaking Competition

University of San Carlos, Cebu City, Philippines

October, 1993

 Speaker, Drug Abuse Symposium
University of San Carlos, Cebu City, Philippines

August, 1997

 Best in English
University of San Carlos, Cebu City, Philippines

SY 1997-1998

  2nd Prize Winner
National Book Week Quiz Bowl

University of San Carlos, Cebu City, Philippines

November 24, 1997

 New Marketing Trends Seminar

STRATMARK Lecture Series

St. Theresa’s Auditorium, Cebu City, Philippines

July, 2002

 Officer, JBEC (Junior Business Executives of Cebu)
Member, SIFE (Students in Free Enterprise)

Member, SYBE (Society of Young Business Executives)

University of San Carlos, Cebu City, Philippines

 Teambuilding Seminar-Workshop
Facilitators’ Circle

University of San Carlos, Cebu City, Philippines

June, 1998 & June, 2002

 Winner, National Commentator Quest

Philippine Ragnarok Championships 2005

World Trade Center, Manila, Philippines

July, 2005

 Professional Level in MS Word

Al-Futtaim Training Centre, Dubai, UAE

December, 2006

 Powerful Presentaitons thru MS PowerPoint

Al-Futtaim Training Centre, Dubai, UAE

March, 2007

 E-mail Etiquette and Organising Yourself thru MS Outlook

Al-Futtaim Training Centre, Dubai, UAE

March, 2007

 Retail Selling Skills

Al-Futtaim Training Centre, Dubai, UAE

March, 2007

 Train the Trainer Workshop

Al-Futtaim Training Centre, Dubai, UAE

April, 2007

 Service Champion Awardee

Al-Futtaim Group Retail Division (AFWJ)

December, 2006; July, 2008; May, 2007; September, 2007

 Security and Safety Awareness Workshop

Al-Futtaim Group Retail Security

November, 2007

 Customer Service Training

Al-Futtaim Training Centre, Dubai, UAE

February, 2007

 Consumer Protection Seminar

Dubai Chamber, Dubai, UAE

March, 2008

 Basic Practitioner of Neurolinguistic Programming

The National Federation of Neurolinguistic Programming, Venice, FL, USA conducted by The Change Associates Dubai

November, 2008

