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CAREER OBJECTIVE
Being into Banking/Finance for more than 10 years, with major organizations like HSBC and ICICI Bank limited, I have gained potential knowledge in various areas of Banking.
I am seeking a challenging and rewarding opportunity in an organization where I could get more exposure on my career and I can utilize my skills and knowledge which will contribute towards Organizational growth.
PROFESSIONAL EXPERIENCE
Organization: HSBC India, February 2012 – September 2014
Designation: Senior Credit Services Executive – Banking Operations
Roles and Responsibilities:
· Preparation of Credit application in HSBC for United Kingdom region in Corporate, Credit Approval & Risk Management process.

· Handling corporate customer’s live Business Current Accounts.

· Spreading of customer’s financial statements for analysis to generate CRR (customer risk rating).

· Regular assessment on customer financial performance and monitoring customer’s risks.

· Processing and recommending credit applications via Credit Approval & Relationship Management system after facilities & securities Audit checks via HUB System and to recommend for Unit Head approval, in line with the HSBC Group guidelines.

· Preparation of Facility Offer Letter for Commercial Mortgage Loan, Flexible Business Loan, On-Demand Loan, Overdraft, Guarantee Loan, International Trade like Import and Export facilities.

· Preparation of Credit application for overall international trade facilities and prepares trade structure and also understands the risk involved for the same.

· Reporting to Regional Head office & Relationship Manager as per country wise to process the corporate credit processing to grant the Short & Long Term Loan,

Overdraft facility, Corporate Credit Card and Company Business Card and Trade Facilities, Treasury products, Personal & Corporate guarantor net worth, Mortgage value & Non-life insurance documents.

· Close coordination with offshore credit risk team as country wise to minimize the credit risk before limits loading on HUB server & keep complete trigger on customer performance.

· Auditing the internal quality of the applications prepared by the officers.

· Have an overall understanding of the credit & risk cycle and ensure established processes and have complete understanding for corporate credit with security & facilities standards.

· Regular monitoring on customer risk and facilities utilizations and repayments structure.

· Building positive and professional relationships with Business Partners and colleague in other areas of business to establishment and developing of relationship with new clients.
Organization: ICICI Bank Limited, February 2004 – January 2012
1) Designation: Senior Banking Officer 

Roles and Responsibilities:
· As a member of E-Solutions team, responsible to resolve the customer complaints on Credit Card. The team is responsible for resolution of cases which are not resolved on repeated interactions.
· Resolving complaints from Private Banking Customers (HNI).

· Resolving Complaints which are addressed to senior management such as CEO, Chairman and Executive Director.
· Resolution of corporate complaints through e-mails received.

· Carrying the root cause analysis for the escalation and presenting the report to the Business Managers.
· Have also participated in Idea Laboratory and suggested improvements in products, processes and services, which will assist in customer satisfaction. Highlighted redundant processes, which will help the Bank build image and increase profits.

2) Designation: Escalation Officer – Credit Cards Division
Roles and Responsibilities:
· Coming out with plan of action to reduce the number of escalations.

· Maintaining MIS for escalation trends

· Responsible to attend escalated calls and customer complaints

· Taking feedback sessions to erring officers.

· Registering customer’s dispute on credit card transactions and reporting such disputes to (RCU) Risk Containment Unit, Chargeback Departments for fraud verification.

· Blocking of credit cards due to fraud, loss and theft.

· Driving Internal Projects according to company requirements

· Quality check and auditing of the e-mails drafted by the team for correctness and accuracy of resolution.

3) Designation: Customer Service Officer 
Roles and Responsibilities:
· As a Customer Service Officer, responsible for attending customer’s queries on ICICI Bank Credit Cards like blocking of credit cards, reversals based on credit worthiness of customer, cross selling products like Lombard insurance policy, EMIs, Personal loan and Balance Transfer.

· During this period, participated in various training programs on product, process, Five S (Japanese technology of organizing a work place to work efficiently and for a better output), BS997 (Information security certification) etc.

· Responsible to present analytical reports to Team Managers and Business Managers on concern areas of customer contact and team’s achievements.

Resolution of escalated complaints requires Adhering to Turn Around Time (TAT), with customer perspective and in conformity with Bank’s policies. Need to have innovative approach in resolving complaints. Contacting the customers through phone or e-mail, offering various options, clarifying Bank Policies, seeking customer’s consent and feedback.
KEY SKILLS
· Strong Organizational, analytical and research capabilities.

· Ability to work under pressure and consistently meet deadlines.

· Proven ability to resolve problems swiftly.

· Excellent communication, convincing and interpersonal skills.

· Talent to manage multiple tasks simultaneously.

· Provided exceptional levels of Customer Service as a Banking Officer.
ACHIEVEMENTS
· Given ideas for process changes, that got approved from senior management and   successfully implemented in the organization.

· Promoted as a Senior Banking Officer for the Credit Cards team.

· Promoted as an Auditor for checking the internal quality of the application.

· ‘Quality Champion Awards’ and Appreciations received from the management.

EDUCATIONAL QUALIFCATION
· Master of Business Administration (MBA) in Human Resource stream from Sikkim Manipal University, Hyderabad.
· Bachelor in Commerce (B.Com) Computers from Osmania University, Hyderabad.
PERSONAL INTEREST
· Socializing and interacting with new people to get a wider exposure to enhance my professional skills.

· Expanding my professional knowledge.  

PERSONAL DETAILS
Nationality

: Indian
Date of Birth

: 21 April, 1977

Marital Status

: Married
Religion        

: Islam
Languages Known     : English, Urdu and Hindi








