
Personal Information
SURNAME                           

:     Sinclair
FIRST NAME                       

:     Kevin
IDENTITY NUMBER         

:     7901025140080
SEX                                        

:     Male

MARITIAL STATUS          

:     Single   
DRIVER’S LICENCE         

:     Code 08 (B))

NATIONALITY                   

:     South African

HOME LANGUAGES         

:     English

OTHER LANGUAGES       

:     Afrikaans (read, write &
      
      Understand well)

HOME ADDRESS                

:    13 Hamilton Street   
    
     
     Coronation Ville  
   
     
     Johannesburg   
                  2093 
POSTAL ADDRESS             

:    As Above

TELEPHONE NUMBER   

:    (cell) / 073 736 1716
COMPANY                                   :  8DOT10 Advisory Powered by Old Mutual  / Financial Advisor                                                     
 PERIOD                                         OCT  2025  – Commision
COMPANY                                   : First National Bank  “ Wealth & Investment  - Financial Advisory                                                       
 PERIOD                                         May 2024  –May 2025 -  ended .
Telephonic communication assigned to assist clients in the banking space with the below tasks:

· Assign Financial advisors based on the specific requirements 
· Ensure calls are answered with SLA and adhere to departments set rules
· Execute daily tasks as set out on scorecard to meet targets
· Making outbound calls based on various projects and objectives in 

· department to ensure customers get the best value out of service ,bankin
· Planning the day well, organization skills to enable systems and work flow
COMPANY                                   : Absa Bank Limited                                                     
 PERIOD                                         August 2023 – 14 December 2023 ( contract ended )
First-line support to high net-worth business clients to provide a support role and excellent customer service  
Excellent timekeeping displayed to schedule appointments with customers to ensure in-depth conversations are held and customers are educated. 

Ensure exceptional planning and organizational abilities are applied to perform daily tasks and ensure customers' business profiles are migrated from an unsecured banking platform to a safe and secure digital platform

COMPANY: Buddys  Driver own Car  ( Temporary)                                               
 PERIOD                                         February 2023 – July 2023 
Provided excellent customer service and good timekeeping, planning and organizational abilities to ensure that clients are efficiently communicated with before departure and picked up clients on time to and from to deliver to their destinations on time, safe and securely. Providing exceptional service for client satisfaction on survey updates.
---------------------------------------------------------------------------------------------------------------------------------------------
COMPANY                                   :First National Bank: Operations Team Leader 
                                                      Fraud Desk at  Sales and Service Contact Centre 
 PERIOD                                       1st June 2020  - 11 July 2022   

Last Performance Rating : 3.9 Final  -  never had a warning or note for file since joining FNB 
Operations Fraud Reporting Team leader that ensured that exceptional customer service is provided with the focus on ensuring bankers reach their KPI output as agreed with the employer and making sure that process and procedures are adhered to in accordance with legislation and internal risk and compliance 
· RESPONSIBILITIES Manage costs / expenses within approved budget to achieve cost efficiencies. 

· Deliver exceptional service that exceeds customers' expectations through proactive, innovative and appropriate solutions. 

· Ongoing service management of the Industry client portfolio by managing of daily client service requests for proactive client service and satisfaction, through direct personal action or referral to alternate sources 

· Manage the core processes and ensure that the correct procedures are applied and transactions / procedures are processed and followed by the Operational Specialists. 

· Comply with governance in terms of legislative and audit requirements. 

· Track, control and influence activities with the specific aim to increase and improve operational efficiencies and do call Quality Management (CQM) through random sampling of call monitoring, for the Industry 

· Collate, manage and report on daily / weekly / monthly operational progress as aligned to strategic objectives. 

· Ensure appropriate skilling and adequate capacity of team members for the adherence to operational and service standards. 

· Manage performance, skills development, employment equity, talent and culture of team in order to improve innovation, achieve efficiencies and increase competencies.                                                    
---------------------------------------------------------------------

COMPANY                                   :First National Bank: Team Leader  D
                                                    Gold Suite Team leader & Credit Card Services: Contact Centre 
 PERIOD                                       24st January 2017 until 30th May 2020 
Senior Team leader responsible for attending Operational Leadership meetings with the purpose of uplifting, improving the department and upskilling the agents in the Gold Suite .

On the Extreme Customer project responsible for quality improvements in the entire contact Centre under the leadership and direction of the COO and CEO   
I achieve my monthly scorecard performance output measure each month as set out by Business.RESPONSIBILITIES Manage costs / expenses within approved budget to achieve cost efficiencies. Deliver exceptional service that exceeds customers' expectations through proactive, innovative and appropriate solutions. 
Ongoing service management of the Industry client portfolio by managing of daily client service requests for proactive client service and satisfaction, through direct personal action or referral to alternate sources Manage the core processes and ensure that the correct procedures are applied and transactions / procedures are processed and followed by the Operational Specialists. 

· Comply with governance in terms of legislative and audit requirements. 

· Track, control and influence activities with the specific aim to increase and improve operational efficiencies and do call Quality Management (CQM) through random sampling of call monitoring, for the Industry 

· Collate, manage and report on daily / weekly / monthly operational progress as aligned to strategic objectives. 

· Ensure appropriate skilling and adequate capacity of team members for the adherence to operational and service standards. 

· Manage performance, skills development, employment equity, talent and culture of team in order to improve innovation, achieve efficiencies and increase competencies. 

· Manage personal and Team Management development to increase own skills and competencies for the Team Leader function and future Managerial growth opportunities
--------------------------------------------------------------------------------------------------------------------------------------------COMPANY                                   :First National Bank: Business Banking 
                                                      Business Sales: Business Banker 
 PERIOD                                      :1st April 2015 to December 2016    
RESPONSIBILITIES                     Hardcore Sales of primary, main business products including

                                                    Business overdraft facility, all range of business credit cards, business 

                                                    term loans,

                                                    Value added services including, email statements, online banking,

                                                    Business directory, instant account,e-bucks,forex,merchant machines,

                                                    Investments, Insurance for business.

                                                    Good conversations, prepping, probing allows me to execute my set 

                                                    Target to perfection

                                                   Root cause analysis to identify greater business opportunities  

---------------------------------------------------------------------------------------------------------------------------------------------
COMPANY                                   :First National Bank: EDD Team leader
                                                     Commercial Account Services, EDD Maintenance
                                                    Operations and Support Area
 PERIOD                                      :20 August 2014 to 30th March 2015  
RESPONSIBILITIES                     Team coaching: daily ,weekly monthly session with co-workers 

                                                     to review work related understanding and planning.

                                                     Collate daily statistics and prepare for daily operational meetings 

                                                     together with Team leaders.

                                                     I introduced mini projects in the office to keep track of operations

                                                     and daily functions associated with the current role.
                                                     This role is a support operational area.
                                                    The main functions include daily vetting and updating of business
                                                    Commercial documentation and request from business managers

                                                    relating to KYC,FICA,implemented by government and SARB.

---------------------------------------------------------------------------------------------------------------------------------------------

COMPANY                                     : First National Bank: Premier Private Banker  
 PERIOD                                        : 1 August 2009 to 17 March 2014  
                                                         Sales and Service, Operations, Risks = Scorecard                                                              
RESPONSIBILITIES                     :  Team coaching and Quality Assurance project  in Premier Bank 
                                                       City Suite as a implementing roll out ,to the Suite.
                                                                                                                                                                   .             
                                                       Daily tasks include :( babysit portfolio if buddy is not at work)
                                                       Effectively manage and maintain a portfolio of Professional clients 

                                                       In FNB that earns R500K to R1.1 million.                                                  

                                                       My Objectives as premier relationship banker :
                                                       To re-actively/pro-actively address the client’s financial needs
                                                       I build enduring, rewarding relationships through increasing product 

                                                       holding per client and VSI on my portfolio.

                                                       Living the Premier Banking Value Proposition: of 
                                                       Being the single point of contact to the Bank for clients 

                                                       I entrench and empower my clients by educating them about the 

                                                       products and service available and the usage .
                                                       I achieve my performances as laid out in my scorecard.  

                                                       I plan my day well to be-able to achieve my targets and shortfalls

                                                           and  keeping in mind that I work at the bank and with Management of 
                                                       credit risk, legislation and protection of clients information.
                                                           Network daily with different people, internal external to achieve goals 


                         -----------------------------------------------------------------------------------------------------------------------                                                                                    

COMPANY                                     : First National Bank Premier Banking Helpdesk
 PERIOD                                          : 1 July 2008-1 August 2009  
RESPONSIBILITIES                    :   Premier banking consultant that attend to telephonic enquiries 

                                                       aimed at clients earning more than R350 000 up to a million rand.

                                                            Interact with branches, contact centres, First Link, personal bankers.

                                                       Different products I deal with include the platinum Cheque account,

                                                       Platinum credit card, garage card, the one account, Home loan,

                                                       Wes bank Vehicle Finance, overdrafts, Money Market Investor,                                        
                                                       Flexi fixed deposits,
                                                       Forex, First Link, Internet banking, telephone banking, cellphone 

                                                       banking and Premier Banker suites.   
                                                         Assist my manager with complex enquiries.

                                                       I do the department statistics on a daily basis and consolidate it 
                                                       monthly for the manager`s reference.   

                                                       I reset user on the EGAMI systems including, Premier bankers and 

                                                       Managers.

                                                       I check the courier system namely CORE FTP on a daily basis.

                                                       Daily task include the Premier Banking Queues for Estate Late and 

                                                       Clients accounts in arrears and I have to contact clients to confirm 
                                                       when payments will be made and update comments on the system.

                                                       Working on OCS Queues on a daily basis.

COMPANY     
          

:  First National Bank Card Contact Centre 
 PERIOD

          
:   August 2006 to 30 June 2008 Employed 

 POSITION                          
:   Call Centre Consultant and Senior Team Member




    Inbound and Outbound Call Centre Agent 
RESPONSIBILITIES   
:   To interact with clients on a daily basis to offer a financial service
                                                         as per FAIS, FICA and the National Credit Act.

   Provide customer satisfaction on first call as well as provide  

   service that means “How can we help you?”

   Assisting customer with balance enquiries, transfer of funds
   between budget, straight, consolidating accounts, doing limit 
   shifts on accounts and sending  emails on request for customers.

   When new accounts are opened customers would enquire and I 
   will be the first point of contact to assist with the monitoring of   

   the account. 

   Multi skilling on different helpdesk like FNB branches, business 

   account, Wesbank, Kulula.com, Discovery accounts.    

   Assist the Team Leader with various Admin work, performance
   management plans.
   Daily productivity statistics, delegating tasks, motivating the   

   Team,
Role model to outstanding customer service 



EMPLOYMENT HISTORY

1. COMPANY



:   First National Bank Card Division 
PERIOD                        


:   From May 2002 to August 2006 

POSITION



:   FNB Card Re-issue department and Data capturer






    Data capturing of customers details on cis, tcs and Image.

                                                                     Loading email addresses on customers profiles.                                                                     

                                                                     Helping out at the branch on request with the branch 

                                                                     enquiries and handing out, checking of credit cards and doing 

                                                                     back office work at branch on request.

Reference



:   Helen Smit 



 
                  011 371 1212 

2. COMPANY



:   Wesbank Customer Service process agent 
PERIOD



:   January 1999- April 2001

POSITION



:   Data capturing 

                                                                     Data capturing of the car registration documents 

                                                                     When needed . I will assist with telephonic enquiries?   

3. COMPANY



:  ABSA BANK – Reference-Geraldine Sinclair

  
PERIOD                    


:  January 1997 – November 1998  

                                                        
   Temporary contract
POSITION   



:   Administration Clerk then to a Teller at the Branch 

                                                                     Frontline teller, balancing intake from customers regarding 

COURSES ATTENDED   
Advisory Intermediary Service NQF 4: Certificate of Competence -Telephone Techniques at First National Bank 


Certificate of Competence –FNB Card Image Training 


Investment in Excellence “5 day course” 


Windows 2000 and Basic Excel, email, Internet, internal systems 


Corporate English and Grammar-Certificate and 5 credits obtained

  
National Credit Act Training as per legislation
                                                      FAIS, FICA, NCA, Policies and Procedures, Bank Act

Fire Fighting Course – December 2008  - 2010                                                              Premier Banking Brand Ambassador Programme- January 09 

Achievements

                                                     Achieved the position as a Top Consultant of the month in the Data Enhancement area as well as the Contact Centre which I received a certificate of recognition.
       Nominated as Top Performer of the year 2005 Annual Awards
       Hosted by FNB Card.
       Should a Team leader or senior need help I would always?     

       Volunteer and assist when required.   

CURRENT STUDIES
:     Higher Diploma in Banking Management (NQF 6)  completed
                                                          NQF 5 obtained in Banking Management
Studied with FNB, Da Vince Institution towards a National .Certificate in Banking obtaining NQF 5 for 
banking obtained  , Advisory Intermediary Service and certificate obtained.
RE05 – YES “Regulatory Examination
Matriculated in 1996 and the school attended was Coronation Ville Secondary School
Subjects: English, Afrikaans, History, Business Economics, Accounting, Biology
Competencies, Strengths and Behaviours:

· Motivating Others                 
· Customer Focused                 



· Developing others
· Facilitation skills                  
· Have Initiative 

· Disciplined

· Supervisory Competencies – Planning,
      Organizing, Co-coordinating and   

      Conflict Management

· Have a positive attitude, strong 

       sense of ownership and 

       accountability

· Am Customer Focused

· Am able to Adapt to Change 

· Friendly, willing

· Stress Tolerance 

· Responsibility, Dependability 

· Ability to coach and enhance others 

· Accuracy and attention to detail in a 

             pressurized environment

· Assertiveness

· Relationship Building

· Customer Responsiveness

· Problem solving

· Flexible

· Multi task and willing to learn

· Team player

· Self motivated 
· Computer literate Microsoft office 
· (Word,Excel, Outlook)

· Delegation
MOTIVATION

I am confident that I can be an asset to your organization, and to be able to add value to any progressive environment. In conclusion I would like to say that I am a self driven individual with strong determination to succeed in all my endeavours. I am a self-starter and hard worker who is always looking to expand my knowledge and expierience.
 Kevin Sinclair 
073 736 1716
Marcelinosinclair01@gmail.com
Ksinclair908@gmail.com
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