Carole-Anne Richards M.B.A. (Open)

(  349/6028976

( carole-anne@hotmail.it

Personal Details
Nationality:  British

Date of Birth:  6th June 1966

Professional Qualifications

· Master of Business Administration
· Professional Diploma in Management

Managerial Skills:

· Converting business strategy into operational objectives

· Development and implementation of management communication systems.

· Co-ordination of activities involving up to 6000 staff.

· Liaison between different levels of management including Group Chief Executive.

· Development, production and analysis of management information including reporting to the Group Board.

· Budgeting and planning for short and long term strategy.

· Development of annual incentive schemes
· Telemarketing strategy development.
· Negotiation with trade unions.

Languages:  English (mother tongue), Italian.

Personal Skills:  Dynamic, diplomatic, team player, decisive, flexible

Work Experience
Italy: RW Consulting 
September 2006 – present: Manager, International Business Communications (Alba)

A member of the Direzione Operative and responsible for running the development and management of the IBC area which aims to provide assistance to businesses and senior managers who need to do business in English or in English speaking countries.  Responsibilities include

· Budgeting
· Recruitment

· Planning

· Customer relations

· Expertise in executive communications: legal, PR, finance, marketing, HR and general management.

April 2004 – September 2006: Freelance English Language Teacher

Teaching English to children and adults at both state and private schools.
UK:  Alliance & Leicester plc  (July 1985 – December 2003)

August 2001 – December 2003:  Senior Manager Sales & Service Development (Leicester)
Responsible for identifying, developing and improving sales and service processes for the Retail Bank channels (call centres, branches, intermediaries) to ensure that business objectives were achieved.   Also responsible for the development, production and analysis of management information at all levels, from the Group Board to front line staff.  
July 1997 – August 2001:  Senior Manager, Telesales (Ashford, Kent)
Responsible for formulating strategy and developing, co-ordinating and controlling telesales activities designed to increase Group product holdings and customer satisfaction through cross-selling, retention, development and call centre support activities.  Responsible for the recruitment, training, development and management of a 100-seat call centre. 
April 1995 – July 1997:  Sales Development Manager (Ashford, Kent)
Responsible for supporting the introduction of a sales culture into the customer service directorate.  In particular, the development, co-ordination and control of sales activities designed to increase customer product holdings through cross-selling, retention and customer reward schemes.
November 1994 - April 1995:  Personal Banking Research Manager (Ashford, Kent)
Working as assistant to the Director of Personal Banking, responsibilities included performance analysis, providing recommendations and proposing solutions for operational initiatives, and producing high-level strategy papers.

February 1993 - November 1994:  Assistant to Group Chief Executive (Park Lane, London)
This role required high levels of confidentiality and an ability to deal diplomatically with all levels of staff, from clerical grades to executive and non-executive directors.  Responsibilities included the day to day running of the Group Chief Executive’s Private Office. 

June 1992 - February 1993: Manager, Key Accounts Group (The City, London)
Responsible for managing the relationships with the Group’s top 100 corporate customers.

October 1990 – June 1992:  Assistant Manager, Company Secretariat (The City, London)
Worked directly to the Company Secretary to ensure that the Group complied with legislation and the rules and regulations set down by UK regulatory bodies.  Also worked closely with directors and members of the Group board, attending both board and committee meetings.

July 1985 – September 1990:  Personal Banking (Ashford, Kent)
Joined the bank as a clerk and worked in a variety of departments within Personal Banking operation, culminating in the role of assistant manager within the Customer Accounts Management department.

