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PROFILE
With over 25 years’ experience within administration and Operations environment, I devised and delivered an exceptional customer care strategies, exceeded the SLA and Turnaround Times.

I have a clear, logical mind with a practical approach to problem-solving and a drive to see things through to completion. I have more than 15 years of experience in managing and leading teams across multiple sectors. I am eager to learn, I enjoy overcoming challenges, and I have a genuine interest in Business Management and making organizations successful.
My expertise spans all channels of People management, Customer management and satisfaction, and Business Improvement.
Contact
Contact number:        Identity number:
083 973 1893      740311 5689 084

Address: 34 Heather street, Horizon View, Roodepoort, 1724
LinkedIn:
linkedin.com/in/golebamang-sebopelo-7038464a

Email:
gsebopelo@outlook.com


	
	EDUCATION
Management College of South Africa (Mancosa)
Jan 2021 –  April 2022 – Qualification: Masters in Business       Administration (MBA)

Management College of South Africa (Mancosa)
Jan 2020 – Dec 2020 - Qualification: Postgraduate Diploma in  Business Management (PGDBM)

The Independent Institute of Education – Rosebank 
July 2013 – Dec 2017 - Qualification: Bachelor of Business Administration (BBA)

University of North West-Certificate in Records Management                                   August 2011

Utlwanang Barolong High School (North West) – Matric - 1994

OTHER QUALIFICATIONS

· [bookmark: _GoBack]Claims and Client services school.
· Coaching and Monitoring
· Emotional Intelligence
· Insights Transformational Leadership programme
· Professional Presentation 
· Project Management Fundamentals (PMBOK)
· Running Effective meetings.
· Supervisory management
· Supervisory skills & Team Leadership
· Team Leader development
SKILLS
· Administration and operations
· Analytical
· Attention to details and Analytical skills
· Business Process Improvement & Acumen
· Call centre savvy (inbound and outbound calls)
· Communication, Coaching and Monitoring
· Computer literate
· Corporate governance
· Customer Relationship Management and client services.
· Excellent verbal and written communication
· Facilitation and Presentation skills
· Financial management 
· Interpersonal skills
· Interpersonal skills
· Performance management/Appraisal
· Planning, Organising, Leading and Controlling.
· Presentation, Negotiating and Facilitation skills
· Presentation, Negotiating and Facilitation skills
· Problem solving skills
· Project management skills
· Reporting skills, Quality assurance and Auditing
· Research
· SLA and TAT time savvy
· Strategic Management skills
· Teamwork
· Training and Development

WORK EXPERIENCES


	         EMPLOYMENT SUMMARY                             
	              COMPANY
	               DATE


Membership Manager                           WISA (Water Institute of Southern Africa)          April 2019 – Feb 2021
                                                               Membership and Client Services Management
                                                               Debt collection, Reconciliation, Invoicing and budgeting          
Service Manager                                    Momentum Metropolitan Holdings (MMI)          Jan 2005 - April 2019   
                                                               Records & Document Management
                                                               Distribution and Facilities Management
                                                               Claims, Clinical Auditing, Customer Services & Query Resolution.
Membership Team Leader                     Metropolitan Health Group                                 May 2002 – Dec 2004
                                                               Premium and Membership Management
                                                               New member registration, suspension, retention and
                                                               Resignation. Financial management	
                                                               Debit and Credit Listing
Administrator                                        Transnet/Med and Metropolitan Health          June 1996 – April 2002

Service Manager

Overview

Reporting directly to the Head of Operations, responsible for ensuring the effective management of various departments and support services (i.e. Claims and Clinical Auditing department, Customer Services and Query Resolution department, Records and Documents management, Distribution and Facilities department, Responsible for the maintenance of claim files, reviewing these files, and ensuring appropriate payments have been made to the right service provider, with the right amount at the right time.

Claims management, Clinical audit, Customer Services and Query Resolution

· Allocation of work to Claims assessors and ensuring that all claims are processed according to the standard operating procedures.
· Analyze all claims, identify all risks, and ensure all claims are processed in accordance with scheme rules.
· Create and implement various claim policies and procedures.
· Create and keep a client communication platform up and running.
· Creating effective communication channels for clients and employees.
· Dealt with member enquiries, requests and troubleshoot the problems. 
· Developed customer policies and training of reporting staff on new products/services offered by the organisation.
· Drafting of key performance indicators (KPIs) and Standard Operating procedures (SOPs). Effectively ensuring that all required systems, workflows, and working procedures are up and running.
· Error correction on collaboration with internal and external parties to expedite the processing time.
· Proactively ensuring the Service Level Agreement (SLA) and Turnaround time is adhered to.
· Forecast all staffing needs, effectively identify and resolve all issues, and schedule all employee attendance.
· Identifying the scheme’s medical service providers.
· Kept accurate correspondence records, meeting regularly with management team and updating client details.
· Liaising with different department about client/member queries and addressing them where appropriate.
· Liaising with Medical aid schemes, Private hospital, Provincial hospitals as well as the pharmacies.
· Maintaining current clients on the organisation’s database and growing our customer base.
· Management and investigation of the over/under payment for service providers.
· Non-Clinical – referral of members to the Managed care department with regards to Employee Wellness Programs (i.e.Telephone Counselling 24/7 365 Days a Year, Face-to-Face Counselling, Managerial Consultation, Legal and Financial Advice, Trauma Debriefing and Counselling. Clinical Health Screenings (wellness days), Disability, Absenteeism and Incapacity management.
· Obtaining preventative/ corrective actions from suppliers to reduce specific claims and deploy to relevant persons.
· Oversee a team of Claims, Client Service and Query Resolutions Representatives in terms of training and development, disciplinary, leave and allocation of resources to necessary aid in getting the job done.
· Perform regular quarterly audits on all high case claims.
· Performance management of reporting staff.
· Prepare monthly management reports.
· Proactively manage and report if the claim is valid or fraudulent.
· Provide services to all business requirements, ensure the proper handling of all claims, investigate all issues, and train all business units.
· Provided clients/members with exceptional customer service.
· Reconcile and verify the supplier invoice to claims timeously.
· Running member survey to measure customer satisfaction
· Schedule all internal and external audits on all claims issues and supervise processing of all billing issues.
· Verification of tariff codes and Nappi codes.
· Quality control and checking to all claims received from the members/service providers.
· Working hand in hand with Managed care department as well as service providers.


Service Manager

Document, Information and Records management 

To lead and develop the records management architecture for all aspects of compliance, policy, and training relating to the declaration, classification, preservation, retention, and destruction of business records within the organization in accordance with legislation and best practice. Management of Records, information and document in terms of the following Key Performance Areas (KPA). To establish security protocols for the access, storage, backup, maintenance and protection thereof.

· Administration and Operation
· Performance management/Appraisal
· Records management (i.e. electronic and paper, archiving, quality control and disposal of old records) 
· General management of the department (i.e. staffing requirement, system improvement, financial management, training and leave management)
· Attend different meetings representing my department, be it MANCO, Operational and Strategic gatherings.

Manage the team's output delivery, including but not limited to administrative support for management information, internal audit, governance, risk, and compliance management issues; contract management; records management; and facility management.

· Manage relationships and lead engagements with internal and external stakeholders at various levels of seniority within the aforementioned areas of responsibility.
· Administration of Government employee medical aid scheme (Gems), Transnet, Polmed, Bankmed, etc. in terms of records and documents management (i.e. scanning, indexing and archiving of all claims and correspondences);
· Assess staff performance and provide coaching and guidance to ensure maximum efficiency
· Assist in budget preparation and expense management activities.
· Associating the contextual and structural data within a document;
· Constructing and managing audit trails;
· Develop and manage the document movement plan.
· Destroying or archiving finished data/records and destroying or archiving finished data/records;
· Development, implementation and enhancement of systems to ensure adherence to Service Level Agreement from a document processing point of view
· Document management of other schemes (i.e. Gems, Transnet, Bankmed and Police medical scheme) to mention the few.
· Ensure the smooth and adequate flow of information within the company to facilitate other business operations
· Giving effective training to the staff members pertaining to the corporate governance and Ethics more specifically Acts that govern Records and Document management (e.g. ISO2001:2015, the Promotion of Access to Information Act, 2000, and the Electronic Communications, National Archives and Records Services of South Africa Act and Transactions Act, 2000);
· Identifying records that are due for disposal and managing the disposal process;
· Leads the transformation of agency records management processes to address the challenges posed by electronic records, identify the most appropriate records management resources;
· Maintaining the relationships between records and files, and between file series and the file plan;
· Managing a team of Administration clerks to ensure adherence to company policy with regard to job training, attendance, leave and performance appraisal.
· Managing record version control;
· Managing records in all formats in an integrated manner.
· Managing the integrity and reliability of records once they have been declared as such; and
· Obtain information from different departments and review to ensure appropriateness;
· Oversee the management of electronic and paper-based information to ensure compliance.
· Oversees all activities including receipt, sorting, distribution of incoming mail (normal and registered mail), preparation of outgoing mail, courier, scanning of paper documents to tiff and indexing, archiving of electronic faxes, correspondences. And pre-registration of new members
· Plans, organizes, directs, reviews, coordinates, and establishes controls for all Department records activities.
· Project management of digital files to create reports.
· To plan, direct and co-ordinate one or more Records Administrative services of the organization, such as Records and Information Management, Mail Distribution, facilities planning and maintenance in the section, custodial operations and other office support services.
· Recruit and train personnel and allocate responsibilities and office space.
· Responsible for leading, planning and managing the department records management program for both core mission and administrative records, regardless of medium or format.
· Working with project managers on improvements of digital systems. System testing and quality management.

Service Manager

Distribution and Facilities management

Assure the efficient and safe operation of a facility to provide an efficient and safe working environment for employees and their activities by employing best business practices in the management of resources, services, and processes to meet the needs of the company. Managing and approving contracts and service providers for security, parking, cleaning, catering, and information technology.

· Working closely with procurement (buyer) department and senior financial manager  in terms of the following key tasks;
· Strategy development and implementation on the overall organization’s procurement plan.
· Developing buying strategies for the organization.
· Creating a database of the organization’s preferred service providers 
· Verification of our service provider’s documentation requirements (e.g. CIPC, B-BBEE, etc.)
· Developing and implementing processes and policies for our service providers
· Generating service provider contractual obligations (agreements) in terms of service delivery, pricing and quality of products and or services they render to our organisation.
· Allocation and manage facility space for maximum efficiency
· Arrangement of parking bays for management, qualifying staff and visitors
· Arrangement of transport for all within the business trips and pick-ups from the airports.
· Banking, post and other deliveries and collections completed timeously, on a daily basis.
· Building administration
· Claims and Correspondences scanning and indexing. Archiving of electronic faxes.
· Contract management (Service Providers)
· Delivery/collection of  documentation/Mail
· Execution of ad hoc requests concerning transport for our field workers in marketing department.
· Health and safety within the organization’s premises
· Mail collected and delivered between staff and clients.
· Mail opening and sorting.
· Management and Maintenance of the organization’s buildings.
· Management of company vehicles.
· Overall management of organization fleet (be it the drivers, fuel usage, car hire, etc.) 
· To collect record, sort and distribute documentation / and any other items inter-departmentally and/or externally.
· Vendor management (Canteen, cleaners, security, stationery and transport)



Team Leader

Overview 

As a team leader, I was in charge of implementing strategies that team members used to achieve a goal, delegating tasks based on each member's strengths and skills, and providing the training required to complete certain tasks. responsible for inspiring and motivating team members through regular encouragement and maintaining enthusiasm through individualized coaching as needed.

Premium/Membership Department

People Management

· Build a high-performing team by putting the right people in the right roles and sticking to the plan. 
· Create an energizing team environment with a culture of open communication.
· Delegate tasks and establish deadlines.
· Determine training requirements and provide coaching.
·  Ensure that all employees are motivated and that opportunities for advancement are available.
· Establish clear team objectives.
· In charge of the day-to-day operations.
· Keep track of team performance and metrics and report on them.
· Management of the team members and Compliance at all time.
· Motivate team members.

Departmental Processes

· Assist the fund in gaining a better understanding of each member segment's underlying experiences, needs, and sentiment.
· Create a tailored member education strategy, taking into account that members' information needs and communication preferences vary depending on their stage of the journey and learning style.
· Ensured that subscriptions are received timeously from employer group and compared the feedback and the deposit they made.
· Invoicing the business units.
· Liaised with all the Business units by asking contributions for all the employees who are on the medical aid.
· Loaded the payment into the system and make some reconciliation processes.
· Manage costs against guidelines and ensure alignment of expenditure with the budget.
· Manage resource requirement planning, ensuring adequate capable resources are in place to meet service delivery demands, and maintaining the department's effective and efficient capability. 
· Medical schemes (i.e. Transnet, Gems, Bankmed, Polmed, etc.) accounts management.
· Member Debt collection.
· Membership and contribution.
· Prepared subscription reconciliation.
· Proactively develop and maintain a diverse set of external contacts in order to obtain and exchange information, identify environmental changes that may have an impact on the business, establish best practices, and take appropriate actions to maintain and enhance competitive advantage.
· Processed new applications for membership.
· Provided excellent client service by giving information to incoming client and solving queries regarding the product provided by the company.
· Provided service to management and all stakeholders by use of e-mail, internet and electronic processing of the business they require.
· Updated and effected changes to membership master file.

Membership Manager 

Overview

Reporting directly to the CEO and the board of Directors in terms of operational effectiveness and efficiency. Day to day management of the business operations. Overseeing administration reports and implementation of the organization strategy. Ensuring the smooth running of the office and the performance management of the team. The member experience strategy aims to delight members at every touchpoint with the organization and establishes data-driven approaches to member creation and delivery. Working closely with internal (Finance, Marketing, office of the CEO, Training and development) and external stakeholders.

· Building strong relationships with company members (e.g. government entities, municipalities, private organizations and individual clients/members)
· Clarify roles and responsibilities as well as optimize and manage resources in the team
· Contribute to the development and refinement of relevant policies, processes and systems to ensure alignment of the Membership support services function with departmental needs.
· Contribute towards the organization strategic planning process and development as well as manage a strategically aligned operational plan for the Membership Support department.
· Coordinate, review and make recommendations regarding department personnel matters, including recruitment, hiring, counselling and discipline.
· Coordination and facilitation of the strategic scorecard management process to support effective departmental monitoring, measurement, and reporting on strategy.
· Customer Relationship Management (CRM), design and implemented through system developers.
· Debt collection. Develop and implement an integrated strategic communications plan for getting the message across to the members. .Develop strategies to improve overall quality and productivity as well as generating business, cost and employee reports to management. 
· Developing, reviewing, and improving administrative systems, policies, and procedures.
· Executing and Implementation of the organization’s strategy.
· Financial management and departmental budget.
· Fulfil the line management function pertaining to the development and performance of the team.
· Fund raising initiatives and strategies.
· Identify and mitigate process inefficiencies, risks, and deficiencies in internal controls within the management support services function.
· Liaising with donors all the stakeholders (e.g. Government entities, Municipalities and Private Organizations) 
· Maintaining the relationship with all the stakeholders (i.e. other internal department’s managers)
· Manage and participate in the development and implementation of goals, objectives, policies, and priorities for the organization, conduct a variety of organizational studies, investigations, and operational studies; recommend modifications to existing departmental programs, policies, and procedures as appropriate.
· Manage member satisfaction and related.
· Management of external contractors and in-house staff to ensure they produce on deadline pertaining to digitization.
· Managing the day-to-day operations of the administrative department and Client Services department.
· Membership administration/Growth – new member application, suspensions, resignation and retention.
· Membership report development and generation
· Membership survey to all the stakeholders and reporting to the CEO and the Board of trustees.
· Perform related duties as required.
· Plan, coordinate and manage all business operations to achieve corporate goals.
· Plan, direct, coordinate, and review the work plan for assigned staff; assign work activities, projects, and programs; review and evaluate work products, methods, and procedures; meet with staff to identify and resolve problems.
· Represent the department on various committees, where required, in the context of the above-mentioned areas of responsibility
· Respond to and resolve difficult and sensitive citizen inquiries and complaints.
· Sales and Marketing (getting new clients/members on board)
· Serve as the liaison for the assigned division with other divisions, departments, and outside agencies; negotiate and resolve sensitive and controversial issues; respond to members inquiries.
· Training and Development of the reporting staff.

Achievements

· Records Management course completion 
· Award on development of self and others
· New system development and implementation
· Master’s in Business Administration accomplished
· Increased Member/Client database with 10% within 6 months of employment

	Language
	Speak
	Write
	Read

	English
	Good
	Good
	Good

	Afrikaans
	Fair
	Good
	Good

	Tswana
	Good
	Good
	Good

	Sotho
	Good
	Good
	Good

	Xhosa/Zulu
	Fair
	Fair
	Fair



References

	Name
	Company
	Designation
	Phone/Email	

	Maxie Nel
	Momentum Metropolitan Holdings
	General Manager
	083 450 0407
Maxie.nel@momentum.co.za

	Judith Kalamatila
	Metropolitan Health Group
	Senior Manager
	061 079 9116 (WhatsApp call)

	Pieter Harmse
	Transnet (Transmed)
	Executive Manager
	083 450 0388
pharmse@mhg.co.za

	Lester Goldman
	Water Institute of Southern Africa
	CEO
	011 805 3537
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