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Personal Profile
A results-driven, dedicated Team Leader with solid experience in managing change within the financial services industry. An effective communicator at all levels, good problem solving, analytical and organisational skills, and highly motivated either in a team or working on own initiative. Now looking for a Branch Management role.


Current Career
August 2006 - Present 

   Royal Bank of Scotland

Edinburgh, Midlothian, UK
Personal Mortgage Advisor
· Conduct mortgage sales interviews including reviews; identifying customer needs and priorities to ensure the provision of best advice and excellent service, whilst identifying appropriate cross sales opportunities.

· Act as a key point of contact for this service within the branches for referrals from Customer Advisers and branch teams.

· Ensure excellent customer service in meeting their immediate needs within the mortgage sales process; ensure leads are referred back to lead providers (particularly Customer Advisers) to ensure ongoing customer contact is maintained for their future financial needs and priorities.

· Maintain competence in the role through continuing professional development to ensure excellent levels of product knowledge.

Achievements
· Achieved 120% of target year to date, resulting in Excellence award.

Previous Career History
August 2005 – August 2006
Royal Bank of Scotland

    Glasgow, Strathclyde, UK
Customer Service Officer


· Undertake and deal with a wide range of requests, transactions and enquiries/concerns in an efficient and professional manner.
· Give direction and clarity to customers ensuring a fair outcome is achieved and move to the next request in an appropriate timeframe.
· Clarify understanding of customers’ needs and issues and respond so that their expectations are reached and exceeded in line with policies and procedures.

· Act as a point of escalation for the customer regarding processes and products, with an understanding of the end to end process to fulfil customers’ requirements in a fair and professional manner.
Achievements
· Helpful Banking Hero winner for exceptional handling of customer service enquires.
December 2003 – August 2005
              Royal Bank of Scotland                     Leeds, Yorkshire, UK
Customer Adviser


· Work in partnership with the Branch Manager to identify branch training needs and potential solutions: taking and participating in DOfTS, huddles and team meetings.

· Proactively build excellent relationships with branch staff, the management team, Relationship Managers and any other relevant internal contacts to share/champion best practice with a view to maximising customer value.

· Form and maintain buddy relationships with new starters.

· Keep up to date with key communications and changes to products and services by participating in training and briefing activities.

Achievements
· Successfully secured £500K worth of new business in 12 months, 130% above target.

Education History
September 2000 - December 2003
Leeds University

           Leeds, Yorkshire, UK
BSc Applied Mathematics 2:1
September 1996 – June 2000 

Thomas Moore High School
           Leeds, Yorkshire, UK
A Levels: Mathematics, Biology, History, French


GCSE:  English, Mandarin, French, Biology, History, Economics & Home Economics
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