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I am a highly motivated, confident and enthusiastic individual, with a natural ability to build rapport.  I am also a real team player with the ability to work on my own initiative.  Whilst my career for the last 17 years has been in banking I now know what career path I should be on.  I’ve always worked with children in some capacity usually via paid babysitting, looking after my daughter or my nephew and niece.      

Key skills
· Team player with strong motivational/coaching skills.
· Proven contribution to team development by sharing best practice and experience.
· Excellent interpersonal and communication skills, able to deal with any department or client at any level.
· Organisation skills used to prioritise deadlines and proven ability to work under pressure.
· Acquired invaluable negotiation and influencing skills when dealing with demanding and difficult situations during my time on a customer relations team.
· Adaptability to any situation or workplace.

Career history
Customer Experience Representative
Sept 2009 – Present day

My main job here is to be the meet and greet for everyone that walks into the branch and time manage the floor efficiently, giving the best customer experience.  I am the main and first point of contact for all our customers.  The job can be very challenging at times, irate customer will tend to take their frustrations out on me.  I feel the key is to remain calm and professional at all times.       

Premier Relationship Manager. HSBC International, Jersey
Aug 2006 – Sept 2009

As a Premier Relationship Manager it is my role to manage and develop a portfolio of around 400 customers based in Europe.  I have developed and maintained strong relationships with my customers.  This has been achieved by regular customer contact and Individual Service Reviews.  I enjoy the challenge of my role, it is essential that I manage my day and customers efficiently.  All contact is made by telephone but I do have the opportunity to travel and visit clients this year in Spain.  I have taken on the development of a Premier Support Officer, discussing and improving her time management skills.  I carefully balance the work I delegate and ensure adequate support and training is given to enable them to also be successful in their role.  I decided to take on the additional duty of working for the plc branch locally to build on the knowledge and experience I have of the PLC products, systems and procedures.  I work with the team training on HUB and CRMS systems and help with any IT requirements.

Customer Service Representative, HSBC Bank Plc, Carmarthen
September 2005 – August 2006

I enjoyed every part of this role as this is what I do best, providing excellent customer service but also achieving the sales needed to exceed targets.   Building rapport with customers enables me to develop good long term relationships. Customers would always ask to see me again.  Working in a branch is very varied and I have the ability to remain positive and focussed throughout the day.  I have the ability to make the best of every opportunity available to me. I took the opportunity to work on Saturdays to ensure I met all my objectives and had control of the branch on those days, I was responsible for the security and operational integrity of the branch.  I was very pleased with my success, income increased every quarter as I learned new skills and I gained confidence.  I was one of the high achievers in the branch and I was able to use these skills to coach and motivate my fellow team mates.
I was in one of the top positions for CSS points for our branch.   
 
Recruitment Consultant, Reed Employment, Bristol
February 2005 – April 2005

Working as a recruitment consultant it was my job to place the right candidate into the right job.  This role was an enjoyable new challenge, as it is fast paced and demanding.  Dealing with a variety of people on a daily basis has been my forte.  I enjoy interaction with new people and making a difference.




National Blood Service and GE Commercial Finance, Bristol
November 2004 – February 2005

I re-located back to Bristol and took on various temping work.  Having worked as a Marketing Assistant for the National Blood Service and as a Receptionist in GE Commercial Finance, I have proven myself to be versatile and flexible.

Premier Banking Officer/Premier Processing Clerk
HSBC Bank International Ltd, Jersey
November 2002 to October 2004

I assisted with the management of a portfolio of 1200 high net worth, Premier clients.  This role included providing product solutions, making international payments, answering all banking queries and identifying potential investment opportunities.  Through building and maintaining rapport with customers, I became their preferred point of contact.  I was always able to respond positively to pressure and balance the need between excellent customer service and productivity with income through sales.    

During July 2003 a new project team was set up within the department.  The main objective of the team was to centralise all complaint handing and payment processing.  I was approached for this position due to my extensive knowledge of the Banks’ products and procedures.  As a senior member of the team I deputised for the team manager.  I found the extra responsibility both challenging and rewarding and have managed the team successfully on a number of occasions.  

Direct Banking Centre
HSBC Bank International Ltd, Jersey
May 2000 - November 2002

My first role within this department saw me provide a high quality service over an 18 month period in a customer driven environment. The main objective of this role was to spot sales opportunities, ensuring they were converted into successful leads for income generation. One of my successful leads generated over £13,000 commission.  I successfully changed role within the department, becoming a Customer Support Team Leader.  This post broadened and enhanced the skills of my previous role, a customer service representative, and confirmed the need for accuracy, confidence in decision making, attention to detail and working to strict deadlines.  My main responsibility within this team was to resolve over 200 customer complaints per month. This involved dealing assertively with difficult situations, balancing customer service levels with the Bank’s procedures.

Additionally I supported and encouraged other members of the team on a daily basis.  I took an active role in interviewing candidates and played an important part in their initial training and ongoing coaching.   

Customer Service Representative
Cable and Wireless, Swansea
November 1999 – March 2000

This job entailed providing an excellent customer service for all cable and telephone customer’s technical and billing enquiries. 

Administration Clerk
Carmarthenshire County Council, Carmarthen
May 1998 – November 1999

This involved general administration work for the Social Services department.
Personal details

Education and Qualifications
Queen Elizabeth Maridunum School, Carmarthen
9 GCSE passes including Mathematics and English			1995
RSA passes in Word processing, typing and audio typing			1997

Training
Advanced Negotiation Skills
Leading to be customer driven
Sales Skills (4cs – previously SPIN)
Advanced Treasury skills
Global Premier Accreditation 1 and 2

Hobbies and Interests
Sky-dived from 13,000 ft, yoga, reading, music, travelling and currently learning Spanish.
Recent work in Argentina working with children and teaching English.
Starting CeFA examinations

Personal Details
Date of Birth 12th September 1978
Single
Full clean driving licence
















New CV
S. Evans
Address: 27 Parc Llwyn Celyn, Pwll Trap, St Clears, Carmarthenshire. SA33 4EB
Tel: 07872584758		Email: sarahe78@hotmail.co.uk

Key skills
· Team player with strong motivational/coaching skills.
· Proven contribution to team development by sharing best practice and experience.
· Excellent interpersonal and communication skills, able to deal with any department or client at any level.
· Organisation skills used to prioritise deadlines and proven ability to work under pressure.
· Acquired invaluable negotiation and influencing skills when dealing with demanding and difficult situations during my time on a customer relations team.
· Adaptability to any situation or workplace.


Career history
Self-employed Sept 2018- current day and full time 3rd year University Student studying Early Years Education and Care
To allow me to concentrate fully on my final year of studies I set up my own small business selling a range of products from bath bombs, aroma lamps to children’s gifts.  I buy my products in wholesale then sell them via online/social media and on stalls at different events.  My business is slowly growing and building an active social media following.

Key worker, Dechrau Disglair Nursery, St Clears. 
Sept 2017- Sept 2018.
Assisting the manager, deputy and other members of staff in the day to day running of the nursery.  Support an environment which caters for the child’s every need and all-round development of all children in the setting.  Inform management of any concerns regarding child protection issues.  As a key worker I would prepare and complete daily activities to suit a child’s stage of development.  Changing and washing children where needed.  Provide comfort, warmth and encouragement to the children.  To interact with all children and staff and work well individually and as part of a team.  Adhere to high cleanliness and food hygiene levels.

Customer Experience Representative, HSBC Bank Plc, Carmarthen.
Sept 2009 – Sept 2017
Responsible for meeting and greeting customers for a positive banking experience. Ensure effective time management of customer waiting time. As first point of contact, I managed initial customer queries and concerns, providing reassurance and guidance.       

Premier Relationship Manager. HSBC International, Jersey
Aug 2006 – Sept 2009
To manage and develop a portfolio of around 400 customers based in Europe. Developed and maintained strong relationships with my customers, through regular customer contact and Individual Service Reviews.  I had effective time management skills ensuring meetings ran to time, whilst still fulfilling customer needs. I coached a Premier Support Officer and led branch trainings to upskill staff.

Customer Service Representative, HSBC Bank Plc, Carmarthen
September 2005 – August 2006
I provided excellent customer service, employing my excellent interpersonal skills. Thus, ensuring I was able to exceed targets by achieving high sales. I was responsible for the security and operational integrity of the branch.  I coached and motivated my fellow teammates, suing my experience of exceeding company targets. 
 
Recruitment Consultant, Reed Employment, Bristol
February 2005 – April 2005
Working as a recruitment consultant it was my job to assess application forms and select the right candidate for the job.  This role was fast paced and demanding, dealing with a variety of people from different backgrounds on a daily basis, which allowed me to improve my interpersonal skills.  

Qualifications
RSA passes in Word processing, typing and audio typing			1997
Queen Elizabeth Maridunum School, Carmarthen			   1990-1996
9 GCSE passes including Mathematics and English			

Training
Safeguarding					2018
Paediatric First Aid level 3			2018
Food hygiene level 2				2018
Advanced Negotiation Skills			2002
Leading to be customer driven		2001
Sales Skills (4cs – previously SPIN)		2001
Advanced Treasury skills			2000

Hobbies and Interests
To relax, I enjoy yoga, reading and listening to music. I also enjoy travelling and taking part in fun-filled family adventures. 

Characteristics
I am a highly motivated, confident and enthusiastic individual, with a natural ability to build rapport.  I am also a real team player with the ability to work on my own initiative.  Whilst my career for the last 17 years has been in Banking I now know what career path I should be on.  I’ve always worked with children in some capacity usually via paid babysitting, looking after my daughter or my nephew and niece.      













Personal statement
I have applied for this course as I wanted a complete change in career.  A large majority of my career has been in HSBC bank.  It was a career sector I thought I would always remain in.  This was probably based on fear of the unknown and financial reasons.  I had always wanted to pursue a career with children as a child’s mind as always fascinated me, but I’d never had the push I needed.  That all changed when I adopted my daughter in 2015.  It has forced me to re-evaluate what career path I wish to take for the next 30 years.  I hope to pursue a career within the Adoption sector, in what capacity I’m not yet sure.  I feel the course will give me the right grounding to open up many opportunities to work with children.  I have personal experience with children from being a mother, auntie I have babysat children since I’ve been 15 years old.
In 2009 I travelled to Argentina alone to undertake voluntary work with homeless/very under privileged children in a non-profit drop-in centre.  I would arrive at the project at 8:30am after travelling an hour on bus.  I would play with the children, draw and colours pictures hug them show them affection.  There was lots of laughter but also lots of frustration and anger.  I would help to prepare the meals and serve the children.  I would change and clean them when necessary.  The stories of abuse and neglect that I heard was extremely difficult to digest.  Not only because of the nature of these stories because I have seen many stories like these on the news.  It was because I could see the abuse etched on the faces on the children stood in front of me.  However, the project offered the children safety and allowed the children to be children for the day and these same children laughed and played.  I found this difficult to comprehend how they had the ability to do this.  I came to learn that it was the security of the staff and the project that let them put down their guards to be children again.  This experience truly opened my eyes to the extreme poverty and the lack of education opportunities these children had.  There is no accountability for parents to send their children to school, so the cycle continues for these children.  I returned to the project two years later and whilst the building is in better shape the lives of children when the leave the centre for the day remains the same.  There are still children as young as 13 pregnant and living with their boyfriends who are usually not much older than them.  They live in Via’s which are shacks built from wood panels on the outskirt of the town.
My proudest personal achievement would have to be that I successfully adopted and am raising my daughter on my own.  She has been home with me for around 4 ½ years and whilst we have had many challenges over the years and still ongoing, I am still proud how far we have come in 4 years.  Work achievements would be being promoted to Premier Bank Manager at the age of 27.  I was one of the youngest managers in Jersey at the time.  I had to unfortunately give up my management position when I got ill with an autoimmune disease and had to move back into my parent’s house and sell my flat in Cardiff.  After a long period off work and medication I managed to rebuild my life to return to work and move into a rented flat.  Along with this life experience and other that have knocked me down I’ve come to learn that I am very resilient.  When faced with life challenges I sometimes take a while to get back on my feet but another thing I’ve learnt to do is ask for help.    
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Personal Development Plan
	Development  
	Why?
	How?
	Who/Where?
	 When?

	1. Knowledge

Further Mini-me yoga training.

	My plan would be to provide a holistic approach to children’s therapy mindfulness.  This would be conducted via group sessions or 1-1.
	Make contact with Mini me yoga Wales and do further research.
	I have contacted Vicki Readings.
	Summer 2019.

	2. Knowledge 

Learn how to provide Play therapy

	Taking my holistic approach further by providing a range of alternative therapies.
	Research various methods of play therapy and decide which one I’d like to train in..
	I have personal experience of play therapy through Theraplay so I will begin my research here.
	Summer 2019.

	3. Skills

ICT skills

	I am lacking in confidence in using powerpoint or excel.
	Attend an ICT class. 
	Coleg Sir Gar offer courses in the The Graig. 
	Summer 2019

	4. Values

Be more focussed and less distracted.


	I am easily distracted and sometimes find if difficult to stay on task.  This is partly to do with being a single parent.
	I need to prioritise my tasks daily allowing me to manage my time efficiently.  Also practice mindfulness myself and ask for help when I need it.

	This is all down to me.  
	Now and ongoing.



