Mark Hindle

Date of Birth
9th January 1959

Nationality
British
Residing
Colombo, Sri Lanka
Public Information
www.linkedin.com/in/hindle
Objectives and Summary
Seeking a role in an organisation that enjoys and embraces today’s ever increasing opportunities and challenges through continuous change and improvement in a fast changing environment where Staff and Customer Satisfaction is critical to business success by realising the potential in their staff and all stakeholders, with a belief it is achieved through education and support relevant to individual and group needs.

With more than 30 years Corporate experience, and a well grounded education, regarded as a creative individual who approaches issues as opportunities for improvement. A strong background in the ‘psychology’ of Customer Relationship, Management and People Management within organisations, robustly supported with experienced Training and Development , including Cultural Diversity to Emotional Intelligence, combined with a strong skill set in Mentoring and Coaching. This all makes for an effective guide in supporting people to be more effective in their task to deliver excellence to customers and their business units.

Strong in Projects, Planning, Monitoring and Managing Processes, has successfully achieved many goals by implementing appropriate actions in programme design and to support both soft (such as motivational and skill sets) and hard (such as tools and resources) to arrive at the best outcome. This is often achieved by a versatile win win attitude to both business and life.

Whether Training, Coaching, Mentoring or Managing, delivering is the key to success, with awards and commendations to support a successful approach and outcome, a strong candidate for a results driven organisation.
Competency overview

· Strong in developing and maintaining robust working relationships by influencing and supporting positive outcomes.

· Good understanding business strategies and its’ people requirements.

· Ability to understand people issues from a local, global and multicultural perspective

· A creative and energetic individual with the ability to provide, or sell, ideas and solutions.

· Ability to understand and disseminate complex, sometimes sensitive issues.

· Experience of implementing change programmes and organisational design. 

· A good knowledge of best practice HR, in both policy and procedure. 

· Excellent oral communication and interpersonal skills. 

· Excellent presentation, facilitation and written skills.

· Thrives on managing multiple tasks.

Education


HNC, Site Engineer, Construction, Southend Technology College, (UK) 88’

MBA, (Accredited AMBA Member) Cambridge OU Business School (UK) 96’


MCIM, Member, Chartered Institute of Marketing (UK) 97’


FRSA, Fellow, Royal Society for Education in Arts, Manufacturing and Commerce (UK) 97’


MIMIS, Institute of Management Information Systems 98’


DipMMIS, Manufacturing Management Information Systems 97’


CerTESOL, English Language Teacher to Speakers of Other Languages (Trinity, UK) 04’


CAICT, Certified Advanced Intercultural Trainer and Examiner, CI-CT, London, UK, 07


DDI, www.ddi.com Certified Facilitator, UK, 08

EF, www.eaglesflight.com Certified Facilitator, Canada, 08

CIPD, Chartered Institute of Personnel and Development, UK, 09, TBC

Diplomas 93’-96’, Managing People, Corporate Strategy, Corporate Financial Strategy, Creative Management
Languages English (Native) French (General Working Knowledge)
Interests Sport, Reading, Business and Technology, Project Management Techniques, Organisational Behaviour, Team Dynamics, People Profiling, and Travel.

WORK EXPERIENCE

June 08 – Jan 09 
Senior Training Consultant, HR Leading Concepts, Dubai, UAE

· Key tasks to enhance and maintain client relationship, develop the business with both new and existing customers. Consulting, selling and training mid to senior level managers.

· Identify needs in behavioural competency-based training. Covering a wide variety of areas such as leadership, sales, customer service, team building, management development, to name a few, for all levels of the organisation.

· Development of learning and development paths to match PDP’s and organisational objectives.
· Delivering classroom style learning in small groups and in front of large audiences, including experiential learning.

· General HR knowledge and ability to link the training intervention to the overall HR strategy of the organisation.

November 07- May 08 

Language, Cultural and Behavioural Training Specialist, Sutherland Global Services, INDIA
· Implementing parameters, descriptors and levels for CSAT improvements, based on survey verbatim and client liaison.

· Establish appropriate quality gates for training needs and assessments with the aim of identifying gaps between desired outcomes and expected deliverables.

· Design and deliver relevant training, coaching and mentoring programmes to reduce gaps in required deliverables.

June 07- November 07 
General Manager - Trainer - Consultant at Infosys BPO BT Launchoffshore Vendor, Bangalore, INDIA
· General Manager of LO India. Managing a team of Intercultural Training Specialists and Advisors using AICTS. Overall aim to support Customer Services and QA in improving CSAT levels by designing and delivering culturally specific works shops to clearly identify areas that could create miscommunication with customers

· Develop materials, organise scheduling, manage and effectively monitor deliverables. Liaise with client in establishing benchmarks and levelling with Customer Surveys, identifying gaps between deliverables and Customer expectations.

April 06 – April 07
Training and Development (V&A, Soft Skills, CRM, Mentoring and Coaching)



Microsoft, Bangalore, INDIA (As a Vendor through Spectrum)

· The key objective, improve Customer Satisfaction levels by supporting MS staff with effective training and coaching in Customer handling in the EMEA, NA and Asia Pac clusters.

· This was achieved by improved Quality Monitoring and focused needs analysis in the areas of both Language and Soft Skill training needs where support staff had direct contact with customers.

· In addition special projects and recommendations for Premier, Partner Support and Consultants, implemented for a more demanding and diverse range of services. This required a more comprehensive Customer Relationship Management programme, from effective presentations to account management strategies.

· Mentored both Support Engineers and Managers, either in Personal Development Plans to progress careers and, or, Counselling to improve collaboration and managing generally.

· Strong focus on Metrics and Continuous Improvement overall, internally and externally. Including Train the Trainer Programmes, developing and implementing workshops and programmes according to specific needs of the people and organisation. Global recognition for Customer loyalty programme.

Mar 05 – Mar 06
Managing Consultant, Trainer
Community Enterprise & Education (London, UK) Training Co


· Manager of English language and voice training, business process and protocol programme. Corporate office culture training, effective presentations, business promotion and marketing, effective recruitment and employee retention, intra and extra relationship management. Main clients, European Bank for Research & Development, Ernst & Young, FSA, Abbey Group, Santander Group, Nomura. Voluntary work teaching ESOL language programme start ups across multi ethnic communities.
May 04 – March 05
Head Business Teacher ESOL
Learn English Goa (India) & Ascent 21 (UK) – Training Co




· Lead role in English accent teaching and training in business process and protocol, negotiations, business correspondence, effective presentations, effective meetings etc. Main clients Senior Business people from major Russian organisations, including Stroy Credit Bank, Moscow City Government and Rostelecom
Sep 02 – Apr 04
Contract Business Consulting – Media & IT Co

· Evaluating process and procedure within soft and hard communications environment, recommending appropriate improvements. Main focus looking at the overall effectiveness, efficiency and economics using gap analysis for improvement, and recommending strategy, product requirements, and training needs to fill gaps. Main clients CIA France, Metro International.
Sep 98 – May 02 
KPNQWEST Ebone GTS – Telecommunications & IT Co



Position - Commercial Development Director




· Managing Pan European vertical market sales and service teams totalling 600 people across 12 countries; supporting and implementing training programmes for strategic sales and service process, using virtual teams from regulatory and technical, to after sales service for support of MNCs.
· Established strategic partnerships with complimentary Vendors, Suppliers and MNCs, supporting solution based strategy. Contributed directly in developing training programmes, product sets, service processes, pricing and international offerings and fully project managed training and support for appropriate services.
· Main clients, Global Knowledge, Citibank, Bloomberg, Transaction Network Services, Microsoft, Compaq, Pricewaterhouse, Black & Decker, Renault, Siemens, P&O, & GKN.

· Main focus to lead the business in International Corporate and Enterprise organisations.  Secured strong product deliveries with International Leased Circuits, IPVN’s, Data Warehousing, Intelligent Networking, Disaster Recovery Infrastructure, Co Location, Internet Gateway Services, Hosting Web based services directly related to e commerce, Streaming Media, VOIP
Feb 96 - Sep 98 
TELEWEST COMMUNICATIONS PLC (Part of United Artists)

Position - Major Account Manager, Telecomms

· Main focus new business in the commercial areas of manufacturing, distribution, finance, health and media classified in the large and international business arenas.

· Special accreditation for developing new business with sound technical and commercial solutions to several international FMCG groups, household names and major newsgroup services including Sainsbury’s, Royal Bank of Scotland, Access Card Services, Ford, Newsquest Media Group, PMS International, RBS.

· Key product deliverables, Centrex, Dedicated Circuits, Streaming Media, Hosting, Disaster Recovery Infrastructures, Broadband, PSTN.
1987 - 1996

ELECTRONIC OFFICE EQUIPMENT PLC

Position - Sales Director, IT

· Introduced re training to enable sales force to migrate from order taking process to solution selling approach.

· Planned, monitored controlled consolidation of three business units into one and re established some parts of the purchasing criteria with international supplier in line with marketing & sales activities.

· Main product deliverables, LAN, WAN, Applications, interoperable systems.
Prior to this worked in office equipment in the UK for 2 years Ideal Group (Office Equipment Sales); USA (4.5 years), American Express Travel (Business Sales); France (2 years) Hotel Royal Monceau (Hospitality); UK (4 years) Site Engineer, Drake & Skull, Roads and Public Works 
