Elsie Balan
Brooklyn, NY 11230		 
(917) 648-7842
Cecelin317@gmail.com

SUMMARY
Accomplished Financial Services professional with expertise in client relationships, cultivating collaborative environments, and performing in high-pressure settings. Goal-oriented manager known for developing and implementing strategy, building best-in-class teams, and driving results with a track record of proven performance in Operations, Sales, and customer service.                				

	

SYKES Enterprises –Work at Home                                                                                     2018-present                                 
Customer Service/Virtual Customer service
Deliver excellent service to clients over phone and or video.   Answer back to back customer calls as it relates to service inquiries and or sales.  Ensure all client’s issues and concerns are resolved during phone 
Sessions.
.
Stay at home Parent								2015-2018

Camba/Collegiate Express Program, Brooklyn, NY                                                         2013-2014    
Student & Parent college coach
Worked closely with parents and children to ensure they attend programs, workshops and tutoring
*Coached and advised parents on assisting their child in the learning process for college readiness
*Contacted school parent coordinators and counselors to ensure appropriate progress
*Prepared, organized and executed presentations for parent workshops
*Conducted and supervised tutoring sessions, college road trips and student activities

CITIBANK, Brooklyn, NY       							              2007-2015
Financial Center Manager, Vice President 
Grew branch assets from $83 Million into $140 during my tenure by ensuring consistency in the sales strategy through the integration of sales activities of various business segments, including Commercial Business, Private Banking, and Citi Personal Wealth Management. 
· Tasked to improve service scores of under preforming branches. Established custom Action plans for each that resulted in Service score increases between 15-25% per branch.
· Ranked 35th up from 368th in the 1st quarter 2013 Division 
· Directed Sales Team consisting of three Bankers, Small Business Banker, Loan Officer and Financial Advisor and 8 Tellers to a #2 ranking in the Area. Entire sales team ranked in the top 10 in cross-sell in the area.  
· Delivered more than $10 Million dollars in loan originations with a target of $4 Million.
· Reduced attrition through targeted outreach to high-risk accounts. 
· Fulfilled Office of Supervisory Jurisdiction (OSJ) responsibilities. 
· Identified Branch Manager candidate and Assistant Branch Manager candidate along with three Personal Bankers during tenure. 
· Monitored and adhered to operational controls, including legal, corporate, and regulatory policies and procedures to ensure the safety and security of customer and bank assets. Ensured proper management and follow up of KYC, AML and risk management.
· Identified and implemented service behaviors that improved the overall customer experience. 
· Provided continuous direction, support, feedback, and coaching to Financial Center staff. 
· Resolved and escalated customer complaints/issues promptly and effectively. 

Wachovia Bank, New York, NY 							              2005-2007    
District Service/Sales Manager, Vice President 
[bookmark: _GoBack]Lead 10 De Novo Financial centers in Service Quality and Sales growth. Managed 10 Financial Center Managers and indirectly managed 90 other branch personnel.

· Prioritized, managed, and communicated promotional campaigns and product initiatives
· Enabled the Area to achieve desired revenue and service hurdles by ensuring consistency in the sales strategy through the integration of sales activities of various business segments, including Commercial Business, Consumer Lending, Investment Platform and Private Client
· Assisted in the growth of branch credit and sales balances month over month 25% YOY
· Managed and controlled P&L expenses/activities for Area resulting in a 19% reduction in expenses YOY
· Facilitated business expansion by deepening relationships, identifying cross-sell opportunities, and increasing client acquisition. 
· Established and maintain key relationships and business contacts within the community and targeted industry segments to create opportunities for growth
· Ensured operational integrity and compliance with bank policies and procedures across business segments. 
· Fulfilled Office of Supervisory Jurisdiction (OSJ) responsibilities. 
· Resolved escalated customer complaints/issues promptly and effectively. 
· Drove efforts in the Financial Center to identify and implement service behaviors that improved the overall customer experience. 
· Provided continuous direction, support, feedback, and coaching to Financial Center staff and other Area business partners. 
· Identified and developed high potential employees in order to build Area bench strength. Promoted three employees. Implemented programs that recognized, rewarded, and reinforced outstanding employee performance. 

JP Morgan Chase, New York, NY 							              2005-2005
New Build (DeNovo) Branch Manager, Vice President 
· Successfully opened 80% of first month’s new account goals for Checking and Savings, 50% of direct lending goals, branch opened December 2005. Recruited and hired entire staff Sales, Service and Assistant Branch Manager. Responsible for all pre-opening operations process and Pre-Sales Planning. Walking pavement and cold calling business prospects in order to obtain pre-sales new business.
JP Morgan Chase, Brooklyn, New York, 						              2001-2005
Branch Manager/Cluster Leader, Vice President
Oversaw bank operations including planning work schedules, to ensure deadlines were met; formulated training plans, handled employee cross-training and supervised and evaluated employees. Designated cluster manager to over see 5-7 Branch Managers in district.
· Developed innovative business and marketing plans; increased new accounts 250%, credit revenue 130%, investment revenue 175% new brokerage accounts 160%.
· Ranked number 4 nationally in sales campaigns 2004, number 1 in district. Consistently placed at the top of my peer group within the region according to the banks system of internal performance ratings. 
· Intricate part of the Leadership Team that lead the area from 30th to #1 in the country.
· Actively sourced new commercial accounts while providing the highest level of customer service to established accounts. 
· Supervised a staff of 16 employees, including a Mortgage representative, a Small Business Representative and a Personal Banker and Private Banker
· Consistently met aggressive sales goals through both patience and persistence in public relations and customer service; became known as a goal-driven, skilled professional who could be counted on to always deliver customer satisfaction. 
· Provided verbal feedback to each employee on a regular basis and performed periodic employee evaluations. Promoted 2 employees.

EDUCATION
Business Management University of Phoenix, Bachelor of Science, Business Management
MBA Candidate, University of Phoenix
Immigration Course, CUNYSPS
 Paralegal Certificate, June 2018
PROFESSIONAL LICENSE
New York State Insurance License. Life, Accident and Health, Variable Annuities


