Your name here
123 Your Drive, Scarborough, ONT, M1N 3W8
(647) 101-1010
Your.email@gmail.com

	Qualifications Profile

	
	Highly motivated, reliable Customer Contact Assistant Manager with demonstrated capabilities to meet and surpass sales quotas and customer expectations within a demanding environment. 
	

	
	

	 Professional Experience
 Bank Of ABC II Group, Toronto and Mississauga, Ontario

April 2011 to Present                                                   

Acquired managerial skills, techniques, and strategies from ten years at a major bank
Customer Contact Assistant Manager
· Primary contact for team escalations and process support

· Maintenance of daily team operations and completion of agent service request authorizations

· Processing of end of month Call Quality Forms and direct coaching

· Served as Customer Contact Manager reporting directly to Senior Management

 Key Accomplishments:

· Experienced in one-on-one coaching 
· Facilitator for weekly team huddles and meetings
April 2007 to April 2011
Developed my trade within the field of finance
Lending and Investment Manager
Facilitation of the initial interview process with applicant and identifying the appropriate product for customer needs                           
· Primary source pertaining to rate negotiation, overall application adjudication and loan processing in partnership with branch lenders

· Processing of all Guaranteed Investment Certificates/Term Deposits and Discretionary Pricing according to Investment Pricing Matrix

· Servicing of private banking cliental pertaining to transactions such as: Foreign Exchange, International Wiring, Client Relations (escalations), General Commercial Banking and overall portfolio management
 Key Accomplishments:

· Completed ALD Accreditation and Investments Training
· Successfully completed “Service to Solutions” training module


	
	September 2004 to April 2007
Achieved and attained success in the entry role of Direct Banking.
Direct Banking Manager




· Account Administration and processing of personal financial transactions

· Identification of potential client business and allocation to appropriate servicing department


· Facilitation of branch support through First Contact Resolution protocol

· Direct source for Bank ABC II Group lending/investment product and rate inquires 
Key Accomplishments:

· Completion of PASSPORT and Banking Integrity courses
· Successfully completed “Learning for Success” modules
ABC Hotel, Toronto, Ontario                         
November 2001 to September 2004
Evolved through various roles within the hotel environment
Assistant Manager/Night Auditor

· Administrative procedures pertaining to guest profiling and room assignment

· Reservations duties in respects to both internal and external travel agencies and booking

· Management of Front Office staff in association with Housekeeping, Restaurant and Engineering associates
· First point of escalation resolution for guest relations

Key Accomplishments:
· Promoted to Night auditor from Guest Services Agent
· Personal recognition for Employee of the Month for exceptional Guest Services Agent

	

	Education and credentials

	
	College Diploma, Hospitality and Tourism Program (2003)

123 College, Warden Campus – Toronto, Ontario

· Minored in Business Accounting

· Hospitality/Events Management


	

	REFERENCES
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Banking Team Leader
ABC Financial Group
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Reference #2
Lending and Investment Assistant Team Leader

ABC Financial Group
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