

CAREER OBJECTIVE:

-To use my diverse skills and experience and advanced technical knowledge to develop innovative solutions 

  and exceed unit goals by optimising systems / procedural efficiency 

-To use my Technical and Programming skills and knowledge to develop and enhance Web Sites

-To use my Project Management and Process Re-engineering skills and experience to implement new 

  projects and enhance existing processes and procedures

EDUCATION:

***E-commerce Web Developer diploma

***Enrolled in Professional Financial Planning course
***Canadian Securities Course and Mutual funds license   

***Mortgage Brokers’ license from Ontario Mortgage Brokers’ Association

***A.I.C.B. diploma and Management Development Program certificate from York University

***Bachelor of Arts degree from the University of Toronto

TECHNICAL SKILLS:

***Computer Fundamentals, Operating System Fundamentals, Programming concepts, C Programming

     C++ Programming, Database Design, SQL, Java Programming, E-Commerce Programming, JavaScript, 

     HTML, DHTML, VBScript

OTHER COMPUTER SKILLS:

***Well versed with WordPerfect, Microsoft Project, Access, Excel, Microsoft Word, FrontPage and ABC Flowcharting  ***Good working knowledge of PC / Internet Banking, Telephone Banking, CC Mail, Microsoft Outlook and Lotus Notes

PERSONAL ATTRIBUTES: 

***Excellent communication, interpersonal skills and problem solving skills

***Strong customer oriented focus with results orientation capability to convert product inquiries into sales

***Well developed time management skills with the ability to perform multi-tasks 

***Flexible, innovative, quick learner and committed to continuous self-improvement

EMPLOYMENT EXPERIENCE:

ROYAL BANK FINANCIAL GROUP, ROYAL DIRECT: SALES AND SERVICE REP: (Apr 2000-Present)

Accomplishments:

***Attained 100 % Call Quality numerous times and received nominations and awards; exceeded sales target by more than 325% 

***Provide efficient and courteous service to clients over the telephone 

***Identify clients' financial needs and provide recommendations to meet their financial goals

ROYAL DIRECT-NATIONAL OFFICE, ELECTRONIC CHANNEL- Project Work ;  Web Forms Developer: (Sept 2001-Nov 2001)

***Gather specifications to develop the Web form and ensure it meets User/Business Requirements

***Design, develop, code/program and test new Web forms and ensure they are user friendly and error proof

***Debug, modify and test the existing Web forms to ensure efficiency

***Receive feedback / sign-off from the Change Champions, assist in the Web form implementation, conduct 

    Post Implementation Review and provide support as required

CIBC, PRODUCT MANAGEMENT, BUSINESS BANKING SERVICES: BUSINESS SPECIALIST: (Jan 99-Mar 2000)

***Acquire all information needed to perform comprehensive business analysis in support of product 

    development process and document findings in a clear and concise fashion

***Analyse existing business processes and assess the impact of making changes

***Make recommendations for changes to processes, procedures and functions 

***Participate in walkthrough sessions to gather and validate information relevant to analysis

CIBC, PROJ. DIV. & PROCESS RE-ENGINEERING, TEL. BANKING: SEN. BUSINESS ANALYST: (May 96-Dec98)

Accomplishments:

***Frequent nominee and winner of awards

***Proactively identified process / system enhancements to improve customer service and operational    

    efficiency; Prepared process / procedural documentation

***Prepared user acceptance test scripts, test plans and conducted the testing

***Designed & modified electronic forms and provided requirements to the development team

***Gathered, validated and documented Business Requirements for assigned projects

***Liaised with other departments to successfully meet both internal and external customer expectations;

    Controlled project scope and maintained focus on the work plan by providing leadership to team 

    members from other functional areas

***Identified any deviations to the work plan and potential issues/constraints that may impact project

    success and recommended corrective action  

***Prepared and executed the implementation plan; Prepared Issues Log, conducted Post Implementation 

    Reviews and documented recommendations

CIBC, NATIONAL CALL CENTRE: SALES AND SERVICE SPECIALIST:  (Nov 94-Apr 96)

Accomplishments:

***Won numerous Monthly Sales and Service awards and a quarterly Sales award in the Call Centre

***Attained 205% of my sales target during the RRSP campaign

***Received verbal and e-mail recognition from the management and peers for maintaining humour in the Call Centre 

***Provided information on over 160 CIBC products and services over the phone and capitalized on 

    opportunities to sell and cross-sell investments and credit products to meet customers’ financial needs    

    with superior product knowledge

***Received & handled customer complaints by reaching a mutually satisfactory resolution 

***Demonstrated strong relationship building skills by personal initiative and creativity by making referrals to 

    CIBC business partners; maintained working relationships with colleagues in the branch network 

***Participated in campaign teams, Open Forum committees, Service Quality teams, telemarketing and 

    Outbound call programs

***Provided mentoring / coaching to junior team members and shared branch knowledge

PROJECT WORK/BUSINESS ANALYST: Assigned to PC Banking project;


***Assisted with Customer Support design for PC Banking and attended usability workshops

MONITOR / COACH: Assisted the Client Service Managers with monitoring, supervising and assessing the   

    level of  performance, by taping and actively listening in to the phone calls to identify the training needs PROJECT WORK: Assigned to work on Telephone Banking Phase 2 project, duties included;

***Researching, developing, documenting and designing of all the Convenience Services offered by CIBC 

    utilizing own branch and call centre experience

CIBC: CUSTOMER SERVICE MANAGER AND PERSONAL BANKER: (Oct 88 - Oct 94)

Accomplishments:

***Acquired over $500,000 in new business in a month while learning the position of Personal Banker 

***Implemented Central Cashier System in the branch to improve customer service and reduce operational expenses

***Identified training needs of the employees, mentored / coached and counselled employees on  

    performance, career direction and related personnel matters

***Participated in the annual budget planning session for the branch and monitored expenses; made

    recommendations to improve customer service and sales effectiveness

CIBC: (Oct 86 - Oct 88): Held various positions within the bank
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