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Profile - 

I’m a highly results driven individual, with an eye for detail which I believe shows in the quality of my work. On top of this, I respond dynamically to any challenge provided; I like to take a logical and analytical approach to ensure that I bring the best solution I can to the table and enjoy doing this both by myself, or collaboratively as part of a larger team. Excellent communication is also one of my strong suits which is especially important in my day to day role as I deal with varied members of multiple teams across a variety of clients. I pride myself in being easy to deal with and approachable which makes me great for roles where client/stakeholder management is necessary and I believe it gives me an edge when it comes to conflict management as I understand that everybody is different and that approaches need to be tailored accordingly. I have a lot of experience with the MS Office suite, and am proficient in OOP to a functional level (C# and Python with experience in Java and Ruby) as well as DB management tools (SMSS/T-SQL) and have recently started self-hosting a custom DNS, Nextcloud cloud storage solution, Plex multimedia server and Searx search engine on an Ubuntu VPS as a personal project.
	
Experience – 

Intrum -

Defect Manager (August 2022 - Present)

The transition across to Defect Management has been my biggest achievement of my career so far. I have successfully shown that I can manage defects for 2 major clients (one in the retail banking sector and another in the motor finance sector) and 2 third party suppliers (one provides our web portals and the other provides our IVR payment line) while also maintaining the high standard of work and client rapport that I’d like to hope I’m known for. This role has given me a lot more exposure to more senior level staff at multiple businesses, from Project Managers, Business Analysts, Developers and Test Teams up to Director level and has required me to take even more personal accountability, ensuring that defects are delivered in a consistent and timely fashion - supported with relevant documentation and daily stand up calls to ensure all businesses are aligned. 

This has overall sped up the time it takes to get a defect from the reported to closed stage and has led to a noted increase in efficiency across multiple departments thanks to increased communications and centralisation of information by multiple members of the SLT and multiple managers.

My key responsibilities have been as follows:

· Lead daily stand up calls with clients, liaising with the relevant defect manager/senior staff members to make sure that defects are being prioritised and delivered in a timely manner.
· Keeping internal sources of information up to date and relevant, so that information can be pulled in a timely manner (I have made a big push for having “one true source of information” in our JIRA, centralizing as much information as possible to make defect information easily accessible, cutting down time spent chasing down multiple leads to get updates.)
· Providing MI to key stakeholders and members of the SLT within the business to allow them to report back on a project level to our clients, this needs to be high level and concise.

Project Administrator (February 2022 - August 2022)

The move across to the Project Team allowed me to take on a lot more responsibility within the business. The key focus as I shifted away from being a Data Technician was making sure that I maintain my standard of work while dealing with the pressure of increased responsibility, and I believe that I showed this to the business as I was tasked with more complex and involved business tasks as my time as a Project Administrator went on, my key responsibilities were:

· Ensuring presentations are put together for exec meetings 
· Review of “as is” documents and “to be” design and process documentation.
· Taking ownership of plans on a page(s) and feeding back to clients on a weekly basis to ensure expectations are set. 
· Supporting other members of the business (BA’s/Devs/PM’s/etc.) when it comes to queries surrounding our internal systems/CRM platform/general IT questions.
· Leading the design testing of our IVR payment line and Customer payment portal for one of our clients in the banking sector.
· Beginning to lead the defect management process for our largest ongoing project, taking over our daily call with the client from the Test Team Manager and optimizing the reporting process by automating the updates to our tracker by integrating our server hosted JIRA tickets directly via API calls.


Data Technician (September 2019 – February 2022)

My previous tenure as a Data Technician was a fulfilling and challenging job, as no two clients were the same, so we needed to be able to adapt and work efficiently with them to ensure that both compliance and SLAs are met. I was part of a small team (2 of us) handling the data provided to us as part of the larger onboarding process.

We were given a lot of free reign in this position to make it work best for ourselves, and my coworker and I had an efficient way of ensuring clients new business portfolios were onboarded efficiently and accurately with a focus on modularity and repeatability. We did this by building Excel templates to drop data into which essentially does a first line check before even touching the new business import system. When I started the role, the newest “Import new business” system hadn’t been implemented so everything had to be converted to CSV and so the templates made sure client and customer data was loaded on the system correctly meaning that any slip up on our part could lead to massive GDPR breaches so we had to  be meticulous by nature as a result of the data we were working with. Due to the nature of a lot of the data we received (we as a business service a lot of smaller clients as part of our CMS service where we provide a white label collections service) being inaccurate we would have to work out patterns of incorrect data and write corrective formulas in Excel to fix these errors so I have a good understanding of fairly complex Excel formulas and a decent knowledge of VBA.

 my day-to-day activities included:

· Providing manual support where automated systems fail to load new business
· Liaising with key stakeholders within the business to ensure the data we receive is relevant and useful
· Cleaning of data files provided by clients by creating Excel templates that allow for easy loading of repeat business by cutting down the time manually cleaning data
· Creating SQL queries (using SMSS) to pull relevant data from multiple tables to create bespoke reports/spreadsheets.
· Dealing with any queries to do with new business pre submission on to our system.

With some of the business projects I was included in covering:

· Providing feedback to the development team during the creation of our upgraded new business import program, with meetings being hosted to discuss functionality.
· Helping the business with its continuity planning by participating in trips to our offsite data recovery center with IT to test CRM functionality in the event of a business continuity situation.
· Aiding IT in the decommissioning of old user workstations, including disassembly and safe storage of old machines with user/business data on them, and aiding with the setup of new user workstations throughout the call floor.

This role allowed me to broaden both my technical skills and my interpersonal skills as we were a small team, generally left to self-govern and solve problems independently, ensuring that we effectively communicated with the business. And time and time again we proved that the trust placed into us wasn’t wasted, with new business being consistently loaded on to our system daily in a timely and accurate manner. 

Customer Service Representative (May 2019 – September 2019)

As a CSR at Intrum, it was my job to call customers to set up affordable arrangement plans based around our 4 core values: empathy, ethics, dedication and solutions. This approach to debt collection is what lead me to stay on with the company as the decisions from the top down were clearly driven by a moral approach to finding a solution to a problem. This role enabled me to learn to deal with some of the most difficult customers out there which has helped me both in and out of work.

Contact Agent (March 2019 – May 2019)

I initially joined Intrum as a contact agent on a 2-month temporary contract. My role included passing new customers – acquired as part of a deal between ourselves and a large national supermarket chains bank – through to the CSR’s. The job itself wasn’t particularly challenging, however it allowed me to show the company what I was capable of once I got my foot in the door and led to two promotions in just over a year of total service.


Joules Wine and Cocktail Bar -

Bartender, floor worker & back bar (December 2017 – June 2019)

Joules was my first venture into the adult only service industry, as the venue was 21+. This allowed me to gain valuable customer service experience as I had to deal with inebriated patrons, which adds another level of challenge to a job which is already fast paced and high pressure. However, the experience was invaluable and has made regular customer service much easier as a result.

Tesco -

Stock Replenishment (August 2016 – May 2018)

Starting in August 2016, I joined Tesco as I believed it offered me more of an opportunity to experience a different side to the customer facing job, and my time at Tesco has led to me developing a new range of skills that I couldn’t have acquired had I stayed at McDonalds. This includes stock management, replenishment and processing as well as furthering my customer-based skills. A lot of the work I carried out at Tesco has been more independent than the work at McDonalds, leading to better time management and self-sufficiency as it isn’t always clear what needs doing. I believe this is a valuable skill because it allows me to be efficient and productive on my own, as well as working with a team.


Education:

Reigate College
BTEC Level 3 Diploma in Business - Distinction                                 September 2015 – May 2017

Oakwood School OCR   	 September 2010 – May 2015 
ICT – Grade D2
CNAT

Oakwood School 	 September 2010 – May 2015 
GCSE Maths - Grade B

Oakwood School	 September 2010 – May 2015 
GCSE English language - Grade C

Oakwood School 	 September 2010 – May 2015 
GCSE English Literature - Grade B

Oakwood School    	 September 2010 – May 2015 
GCSE Science A - Grade C

Oakwood School 	 September 2010 – May 2015 
GCSE Additional Science - Grade B

Oakwood School   	 September 2010 – May 2015 
GCSE Business Studies – Grade B


Interests:

I am a fan of anything to do with technology, with a love of PC gaming, AI (more specifically, I run an instance of the Stable Diffusion image generation AI and have been toying with ChatGPT) and digital music production. In particular. I also enjoy mountain biking, the gym and long distance running, competing in my first half marathon in September 2021 and placing 12th out of over 1000 participants. Finally, I am a foodie at heart, so I spend a lot of time in the kitchen at home trying out new recipes and hoping my housemate likes them as well as collecting Japanese chefs knives.

References available on request.




