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Emma Stevens
Local Banker B at TSB Bank
Location: Swansea
Email: emmalindsayX@hotmail.com
Telephone: 07769185885
I am a hardworking, accomplished, and enthusiastic local banker, with a solid history of achievement in customer service roles. I always strive to achieve the highest standard possible, at any given task and in any situation. I am a motivated leader and team player with strong organisational and prioritisation abilities. I am accustomed to working in a challenging and fast-paced environment, particularly when dealing with multiple projects and priorities at the same time. I am currently studying a degree in Business and Management and look forward to achieving this and graduating in 2024.
Work Experience

Local Banker
TSB Banking - Swansea
June 2018 to Present
· Contribute to a smooth-running branch by being able to fulfil tasks across all areas of the branch and as required by my line manager – this is mainly cashiering for my role in branch.
· Manage the dairy and customer appointments.
· Work together as a team to build relationships, attract new customers and build the business.
· Proactively and confidently promote, demonstrate, and set up digital, telephony and self-service options available to customers.
· Follow policies and procedures to ensure security is not breached and customers details are safe.
Swansea contact centre, customer advisor

Customer Service Agent - TSB Bank
March 2017 to June 2018
· Answer calls and provide customers with information on their personal accounts, details of latest products or any other query they may have.
· Transfer customers to relevant department such as loans, mortgages etc.
· Give customers a good customer service experience.
Nursery Room Manager
Busy Bees Childcare - Southampton
February 2015 to January 2017
· Manage the practitioners and quality of childcare within a room/ area.
· Ensuring stimulating and inspiring activities are provided for the children in the room/ area.
· Assisting with the monitoring of staff performance within the room.
· Excellent communication, organisational and interpersonal skills.

Nursery Nurse
Busy Bees Childcare - Livingston
July 2014 to February 2015
· Deliver rich learning opportunities and exceptional care that helps young children to develop.
· Plan and provide effective care, teaching and learning that enables children to progress and prepares them for school Safeguard and promote the health, safety and welfare of children.
· Work in partnership with colleagues, parents and/or carers or other professionals to meet the individual needs of the children.
· Make accurate and effective use of assessment reflecting the needs, interests, and stages of development of the individual children.

Education

Degree in Business Management
University of Wales Trinity Saint David - Swansea
February 2022 to Present
Certificate of Higher Education in Business Management
University of Wales Trinity Saint David - Swansea
February 2021 to February 2022
GCSEs/A levels in Childcare and Early Education PASS
West Lothian College - West Lothian, UK
2013
GCSEs/A levels in Intermediate 1
St Margaret's Academy - West Lothian, UK
Skills


· Hard working and will always do everything I can to help the customer.
· Always keen to learn new skills and challenge myself.
· Confident in working in customer service.
· Good communication and language skills.
· Fully committed my job role.
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Dear Emma, 
A massive congratulations that I have finally made it to my graduation after what has felt like a lifetime of learning and studying. I must admit there has been many times I didn’t think I would get here. I am so proud of what I have achieved and accomplished over the past three years of studying for this degree. 
I have had many obstacles through these three years of study, I have somehow managed to get through covid and the massive change in the way I study, learn, and attend lectures as the world had to drastically changed due to all the safety regulations. I have also had two upskilling opportunities in my workplace, which where a lending qualification and a in house qualification to give customers a decision in principle when looking for a new mortgage. 
I was incredibly proud and still am of myself for getting through level four during the COVID-19 outbreak all while being a key worker and having to go to work every day during a worldwide pandemic to deal with customer finances. Although I was not working on the front line of the NHS during this time and completely respect what the NHS done and were put through, there was many other organisations that stayed open for their customers and were considered key workers. During this time, I suffered from anxiety which I had to be medicated for and take time of work, however, I continued attending lectures through Microsoft teams and passing my assignments with good marks. 
Although these where all challenging while trying to achieve my best work to earn my degree the hardest by far was falling pregnant and having my first baby with my husband during my second year of studying. 
This brought a whole world of new challenges, from having my daughter 3 weeks early and having to stay in hospital as she was unwell, to myself and her developing and suffering from separation anxiety. This made it very difficult to attend class, focus on study, met deadlines, and produce quality assignments. But somehow, I found the will power and strength to pull through and complete level five to comfortably move onto level six to complete my last year to achieve my degree in business and management. I always thought that being at home with a baby while studying for my degree would be a lot easier than working full time while studying for my degree. I was definitely wrong. At the time the thought of starting level six, going back to work after being off on maternity for 9 months, leaving my daughter in a nursery felt very daunting and I was unsure whether to even go onto level six. With the support and encouragement of my husband I made the decision to go on to level six. 
Just as I thought things were getting easier moving into level six, I was back to work with a bang, it felt like I’d never been away despite being on maternity leave for nine months. During February 2023 I was back to work full time, back to university full time (in the evenings) to complete level six for my degree all with a nine-month-old baby and my husband working nights. The studying and learning at times felt impossible to achieve and I had many long, sleepless nights desperately trying to finish assignments to a high standard, but again with the support of my husband, family, and university lectures I managed to get to this day where I am standing in my cap and gown receiving my degree. I can’t quite believe it. 
The past three years have been challenging to say the least, but it has been an amazing experience re-entering education at a later age than the stereotypical student. Achieving my degree while working full time with a baby has made me feel like superwoman and that anything is possible when you believe in yourself and work hard. 
So, leaving here today with my degree in Business and Management in my hands it only leaves one question to be asked. 
What is next in my academic journey, career, and future?
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	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	Earning a Professional Degree or Certificate 



	Continue studying with Swansea university. 
	I will need support from my lecturer and a new laptop to complete my assignments. 
	I will measure this monthly when I receive my marks at the end of each module
	Yearly. 1st review Jan 2023.

	Securing a Managerial Position



	Continue showing my manager willingness and interest in managerial activities. 
	I will need support from my manager and colleagues. I will need time to shadow managers in other branches and my own branch.
	I will measure this success by feedback from manager and applying for a managerial position. 
	Dec 2023.

	Increase my performance metrics at workplace



	I need to stay focused on my job and do my best. 
	I will need support from my manager and the correct resources in my workplace. 
	I will measure this in a weekly basis when my manager gets the data.
	Review monthly in 121s with line manager and personally want to achieve by end of Q2 (2023).









I have created a table showing my own personal action plan to achieve my goals. These are personal and specific to me and actions that I think I need to work on not only when producing an personal development plan but can be used for any assignment with adjustments.  
	ACTION PLAN 
	
	

	ACTION
	OBJECTIVE
	ACCOUNTABLE/RESPONSIABLE

	Identify all tasks/areas required in application process
	To understand what details are needed. 
	Myself

	Identify resources. How, who, what, where, when and why do we need resources.
	To gather the information and knowledge.
	Myself

	Time management 
	Create a time plan and add contingency when estimating duration for activities you have never done before.
	Myself

	Strategic planning
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	Myself
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