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Customer Service Representative with career spanning 1.5 years
Client Delight | Competitive Bidding | team Leadership |Cross Functioning

Professional Summary:-

· Energetic, results-driven customer service professional with more than a decade of experience and a track record of working well without supervision. 

· Proficient in conferring with customers by telephone or in person to provide information about products or services. 

· In-depth knowledge of principles and processes of customer needs assessment, meeting quality standards for services, and evaluation of customer satisfaction.

· Highly skilled in performing office support duties such as providing information to the public, receiving payments and addressing customer complaints. 

· Hands on experience in ensuring that appropriate changes are made to resolve customers’ problems and referring unresolved customer grievances to designated departments for further investigation. 

· Proficient in Autodialing systems such as Predictive diallers and automated attendant systems. Areas of expertise include Customer Relationship Management, MS Word, Excel, PowerPoint and WordPerfect

· Enthusiastic customer service professional with 1.5 years’ extensive and diverse experience in field. 

· Highly skilled in contacting customers to respond to inquiries or notifying them of claim investigation results or any planned adjustments. 

· Well-versed in resolving customers’ service or billing complaints by performing activities such as exchanging merchandise, refunding money, or adjusting bills as well as comparing disputed merchandise with original requisitions and information from invoices and preparing invoices for returned goods. 

· Comprehensive knowledge of administrative and clerical procedures and systems such as word processing, managing files and records,coupled with solid interpersonal and communication skills.

· Achievement-driven Customer Service specialist with 1.5 years’ experience in providing exceptional service to customers by accurately handling customer funds. 
· Committed to remain constantly aware of customer activity to ensure a safe and secure shopping environment. 

· Excellent communication, problem solving and time management skills along with prior cash handling experience and trained in different sub-fields of Customer Service industry.

Career History

ICICI BANK LIMITED



        (September 2013 to Till Date)
Customer Service Representative 

Responsibilities:

· Interacting with company’s customers to provide them with information to address inquiries regarding products.

· Resolving any customer complaints.

· Informing customers regarding various offers available for their account.

· Cross Selling companies products.

· Assisting customers in making a decision about a product to buy.

· Helping to the sales persons by generating leads.

· Performing the assign duties by the customer service director.

· Maintains the report of customer satisfaction.

· Provides training to the new employees.

· Escalation and follow-up of cases requiring further action

· Answering calls in a prompt courteous manner

· Work with the support team to ensure service level requirements are exceeded

· Adhere to latest training and support standards and procedures

· Work with customers to ensure that contractual service expectations are exceeded.
Geojit BNP Paribas Financial Services Limited 
      (Feb 2012 to June 2013)

Equity Dealer
Responsibilities:

· Executed global Equities (large, mid and small-cap), Equity Options, and Futures.

· Hedged risks to portfolio using derivatives in market neutral and pairs trading.

· Used price discovery and liquidity ensuring minimal market impact.

· Provided feedback on macroeconomics, research and global news to portfolio manager.

· Communicated trade flow and investment ideas using fundamental and technical analysis.

· Cultivated relationships with securities industry participants for liquidity and investment opportunities.

· Traded block orders, single/pairs transactions and baskets with brokers and electronically. 

· Maintained proprietary quantitative algorithm on Excel for trading signals. 

· Cultivated relationships with sell-side for liquidity, price discovery and greater access to conferences.

· Liaison with IT vendors; recommended systems/trading platforms to senior management. 

· Communicated trade flow, research and macroeconomic data to managers/analysts. 

· Kept informed of India and international market regulations.
· Administered trade for all international equities and derivatives. 

· Managed regular flow of market activities for stock. 

· Coordinated with portfolio managers and analysts. 

· Implemented various complex trading transactions. 

· Ensured compliance to all organization regulations. 

· Monitored and allocate trade to clients according to budgets. 

· Developed efficient relationships with brokerage community.

· Coordinated with various counter parties and market participants. 

· Managed and implement various foreign exchange trade transactions. 

· Ensured regular interaction with operations teams for trade reconciliation. 

· Administered everyday activities of short book rebates. 

· Facilitated locates for all short sale processes. 

· Maintained and update syndicate calendar. 

· Assembled information and provide regular weekly updates. 

· Managed communication with portfolio managers.
Kedia Stock Broker




         (Dec 2010 to Feb2012)
Equity and Commodity Dealer

Responsibilities:

· Revising the investment history of the client individual / organization and learning the scope of possible risks

· Maintaining an independent and secure record of the clients and monitoring consistently the progress of their investment securities

· Providing periodic feedbacks to clients about their assets status and assisting them with expertise advise

· Accomplishing selling / buying of securities as confirmed by the clients
· Studied and sorted the received client data as guided by the instructor trader

· Monitored online the current market values of all stocks (midcap, smallcap and microcap)

· Monitored online news of the most recent government policies of various sectors and discussed with the instructor trader regarding the possible raise / drop of top stocks

· Studied the past investment decision by the instructor trader and sought his / her assistance for decisions in the current cases

Avenue Finance(Franchisee: ICICI BANK HOME LOANS) (Nov2005 to Dec2007)
Senior Executive

Responsibilities:
· Evaluated a company’s senior debt position on behalf of its senior lender.

· Analysed company assuming ownership of two subsidiaries to identify operation's best practices. 

· Performed assessments of tax position, regulatory requirements, operations, financing, and other issues. 

· Presented convincing executive report to equity investors concerning viability of this investment.

· Created foundation of business plan for Internet start-up in conjunction with owners, including five-year plan for financing requirements. 

· Resulted in creation of a PowerPoint deck owners used to secure $5 million in first-round funding.

· Structured plan for professional services firm assessing potential for amicably splitting business into two companies. 

· Assessed impact on contracts with current and future customers as well as cash flow and expenses. 

· Executives decided to keep company intact based on projections.

· Taking Approvals from the Sr. Manager for exceptional cases

· Calculating the EMIs and informing the eligibility of the loan amount

                                                                Skills
· PC-literate

· Excellent customer service skills

· Excellent interpersonal and communication skills

· Enjoy rapport building and customer interaction

· Professionalism and confident

· Target driven and self-motivated

· Strong persuasive skills

· Able to work in a highly dynamic environment and able to multi-task

Certifications

NCFM Capital Market Dealer Module,
NISM VII-Securities Operations and Risk Management Certification Examination,
Computer knowledge: MS Office and MS Office Applications Specialization in Windows XP

Financial Accounting with TALLY-Service, Trading, Manufacturing Organization & Financial Cost Analysis.

Education

Bachelor of Commerce, Mumbai University(2008)
