
Page 1 

Ray Sturridge CIPD | Learning & Development Manager 

Location: xxxxxxxx 
Telephone: xxxxxxxxxx 

Email: xxxxxxxxx 

Professional Profile 

CIPD qualified L&D Manager with over 7 years’ blue chip experience, within Financial Services. Proven 
ability to design training and utilise blended learning to substantially increase sales, enhance quality, meet 

compliance and exceed customer experience in line with FCA regulatory and business objectives. 
 

Utilising my in-depth experience in Financial Services I have achieved promotion through excellent 
performance throughout my career. I transitioned from Sales to Branch Management as the top performer in 
my branch and 10th in my region. After a successful period in management I achieved further promotion into 
my current role of L&D manager. I have a consistent track record of high sales performance, a 100% 
compliance record, experience of using Training Needs Analysis (TNA) to not only improve effectiveness, but 
also dramatically reduce operational costs of delivery. I was the highest scored trainer for quality in my 
previous role and assisted advisers, specialist units and managers through my training interventions, to 
consistently exceed company expectations. 
 

Core Skills 

• Training Program Design 
• Inductions 
• Management 

Development 
• IT System Training 
• Soft Skills Training 
• Workshops 

 

• E-Learning 
• Forums 
• Mentoring/Coaching 
• Training Needs Analysis 

(TNA) 
• Process Improvements 
• Customer Experience 

 

• Performance 
Management 

• Leadership 
• Stakeholder Management 
• Quality Assurance 
• Compliance 
• FCA Regulations 

Career Summary 

Nov 2015 - Present   xxxxxxxxxxxxxx 
    Operations Process & Systems Coach 
Outline 
Delivering training to the Operations Department based in the UK and India totalling in excess of 180 
employees. Oversight of 5 trainers in India with direct reporting line to UK based Operations Director. 
 
Key Responsibilities 

• Developing coaching and training tools delivered in a classroom and E-learning basis, to ensure all 
staff system knowledge to operate at optimum capacity. 

• Performing TNA to implement bespoke technical, system, product and process related training. 
• Collaborating with Quality and Compliance Department to identify skills gaps and ensure training 

meets all the requirements under the FCA relating to customer experience and outcomes. 
• Producing MI for Senior Management and presenting these to exemplify the effectiveness of training 

delivery and suggest any improvements. 
 
Key Achievement/Projects 

• Handpicked as Chairperson for the Operations daily live issues to provide rapid resolution for any 
issues that affect the wider business. 

• Subject matter expert on content, design and sign off process for the India Operational Training 
manual. 

• Achieved NPS scores of 98%+ 
 
 
Dec 2010 – Nov 2015   xxxxxxxxxxxx  
May 2013 – Nov 2015  Regional Retail Network Trainer  
 
Outline 
Provided training for the entire branch network consisting of in excess of 300 branches across the UK. Ran 
5-week residential inductions for 15 new to business employees per course. Reported to the Regional 
Training Manager. 
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Key Responsibilities 

• Developed new starters during their 6-month induction program through a workshop of over 40 
modules delivered through 1-2-1 coaching, observations, E-learning and open forums. 

• Trained on regulatory, technical, customer experience, negotiation, rapport building and call 
handling. 

• Provided management development 121 coaching and workshops to enhance knowledge, personnel 
skills and attitude to meet on going business strategy. 

• Supported managers with new starters and quarterly reviews. 
• Conducted modular reviews to update training in line with business strategy and regulatory changes. 
• Deputised for line manager in absence. 

 
Key Achievement/Projects 

• Won accolade as the highest scored learning deliverer within the people development team 
achieving consistent NPS scores of 98% and above following training sessions. 

• Saved £350k in costs through restructuring the induction program and reducing it from 5 to 3 weeks 
with zero impact on effectiveness. 

• Performed TNA after coaching requests on low sales figures, identified product knowledge as the 
issue and delivered 1-2-1 sales executive training, which increased each individual’s sales within 
only 4 weeks by a minimum of 30%.  

• Enabled the Swinton Motorcycle Unit to win specialist unit of the year through improving quality and 
performance as a direct result of my training intervention. 

• Reduced training delivery time by 80 hours per week utilising a combination of accelerated learning 
and resources/E-learning. 

• Ensured managers through restructure retained their roles through individualised training 
interventions with some achieving promotion. 

• Achieved zero compliance failures following customer service training delivered. 
  
Sep 2012 – May 2013   xxxxxxxxx 
 
Outline 
Managed the end-to-end process running a dynamic branch, leading 7 customer service agents, performing 
operational requirements and MI reporting to senior management. 

Key Responsibilities 
• Held morning meetings to set out daily targets and motivate my team to exceed performance. 
• Carried out regular call listening, both live and recorded playback to identify any training needed to 

maintain customer service and sales performance in line with company guidelines. 
• Performed receipt checks, quality planners, sales forecasting, HSE and branch security checks. 

 
Key Achievement/Projects 

• Met and exceeded all KPI targets on 5* customer service, quality, compliance and revenues every 
month in role.  

 
Dec 2010 – Sep 2010   xxxxxxxxxxx  
    
Key Achievement/Projects 

• No 1 Sales executive in the branch and placed 10th regionally out of 50. 
• Met compliance 100% and exceeded sales target hitting 130%. 
• Consistently exceeded peripheral targets on lead generation, cross-sales and customer experience. 

 
Aug 2009 – Aug 2010   xxxxxxxxxxxx  
    Business Retention Sales Advisor 
 

Education & Qualifications 
 Certificate in Learning & Development Practice (LDP) – Level 3 - CIPD 
 Word Processing, Microsoft Excel – Clait IT 
 10 GCSE’s Grades A-C (inclusive of Mathematics & English) 

References available on request 
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