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OBJECTIVE

An accomplished customer service and sales professional, adept at superior customer service. Proven ability to achieve and surpass service goals, strategically plan and manage all aspects of rapidly growing business. A well liked leader and team player who is self motivated, resourceful, creative and organized. In search of challenging position where I can develop skills to further my career goals in management and business development.

SKILLS AND ABILITIES

· Extensive experience in servicing customers, both in-person and by telephone, in airline and banking industry. An independent self-starter.

· Superior communication skills in dealing with customers, co-workers, and employees; both verbal and written skills.

· Well-organized and highly efficient, working in a multi-tasking dynamic environment. Ability to plan, organize, and supervise the work of others.

· Strong experience in monitoring quality in all aspects of previous roles. 
PROFESSIONAL ACHIEVEMENTS

· Worked hard and learnt different levels of customer service with different organizations starting with agent role, to TL, to Quality Analyst. 
· Handled Process Improvement Program for WNS by defining end to end process flows with tuned timelines. Worked on several processes and streamlined them to meet customers’ expectations within the defined time frame.

· Received Appreciation on self driven activities from senior management.
· Got Appreciation Letters from customers for understanding customers’ issues and resolving them as expected.

TRAININGS AND WORKSHOPS

· Compliance 

· Anti-Money Laundering
· Exceed – Exceeding Customers Expectations

· Cultural Awareness 

· Securing Our Workplace

· Telephone Techniques

· Telephone Selling Techniques

WORK HISTORY

Senior Store Manager Sales: IHOME FURNITURE PVT LTD: (Pune-India)
     
Apr 2014 – Till Date
· In conjunction with the Store Manager, responsible for the operational performance of the furniture department, including cashiering, service desk, shrink control, store paperwork, merchandise adjacencies presentation, ad signing, special promotions, freight processing and inventory control.

· Assists customers with product information, selection and purchase.

· Manages the price hold process.

· Maintains department inventory, including cycle counts, in an effort to maximize sales and inventory turn.

· Ensures third party delivery program is marketed to customers and understood by store associates.

· Assists in control of shrink and safety results.

· Assists in training department and store personnel in furniture functions, including sales and customer service techniques.

· Ensures the appearance of the store’s interior and exterior is maintained to standards.

· Assumes responsibility of total store operation when acting as manager on duty.

Credit Administrator: Samba Financial Group
 (Dubai)                        

Aug 2010 – Nov 2013
· Responsible for database and segmentation for all bank assets products applications.

· Analyze and prepare the MIS on basis of fate of credit card and loan application.

· Lodgments to be done on time and accurately Archival activity to be monitored and carried out with out delay as per procedures TAT for EOD approval and retrieval of docs and MIS to be adhered to.

· To do all the day to day lodgment of Assets product documents as per limit terms into CMS with `0 tolerance for errors’. 
· To do necessary Customer Due Diligence (CDD) Quality Assurance function for all new to bank and existing customers.
· Tracked call results and conducted trend analysis based on results of monitors and improved quality and training needs. 
· To ensure compliance of all internal procedures, operational controls and regulatory requirements. 
· To assist other processing / risk reporting & monitoring, to ensure nil processing backlogs. 
· To perform quality check to ensure all data/documents on CMS are correct, so that the reports sent to management from the system reflect the correct information. 
· MIS collation and submission to internal and external authorities.
· Suggest various fraud prevention mechanism and internal control measures and ensure all exception reports are regularly monitored & feedback reported to management

· To evaluate risk of PB Credit proposals (credit Cards applications) as per Delegation of Authority and in accordance with approved PPGs and Credit policy and make prudent lending decisions

· To assist in developing and reviewing Product Program guidelines (PPG’s) and circulars in consultation with Credit Manager.

· Manage new application data entry efficiently ensuring accuracy in data and de-duping of applications.

· To review the credit initiation process on an ongoing basis and suggest pro-active changes wherever required

· Assisted Manager and performed any other duties as assigned from time to time in order to achieve credit approval targets. 

Senior RM Support & Coordinator: CITI BANK – NRI Services (Dubai)
      
Feb 2010 – Aug 2010
· Handle P&L accounts.

· Handle Auditing and Compliance related tasks

· Plan Budget Development and Management 

· Merger and Acquisition Negotiations 

· Cash Flow Management and Modeling for bank accounts for NRI clients

· Business Valuations 

· Evaluate and prepare RM incentives.

· Co-ordinate with RM and client in cases where verification checks needs to be done.
· Coordinate with RM in providing the necessary documents during a meeting with the clients.
· Attend Walk in Citi Gold clients.
· Liaising with BEO on constant basis to ensure the smooth processing of the documents and deals.
· Coordinating with the client for documentation.
· Coordinate with Management in terms of Financial and Strategic Planning 

CitiPhone Officer: CITI BANK - Arcadia Marketing Services LLC. (Dubai)       
Mar 2007 – Jan 2010
· Provide service, actively cross-sell and execute customer requests over the phone for customers.

· Handle customer queries and complaints.

· Escalate complaints/issues through right channel.
· Identify potential customer opportunity to deepen customer relationships (cross - selling)

· Identify and resolve customer problems in minimum time frame.

· Evaluate resources available to assist customer and use correct resource

· To complete any post call processing necessary to resolve customer queries or problems.

· Achieve established standard for call handling quality, productivity and availability

Quality Assurance Leader: WNS GLOBAL SERVICES PVT.LTD, PUNE        
Jan 2005 – Feb 2007
· Monitoring calls and coaching 35 agents to improve quality score and overall performance.

· Weekly and Monthly feedback sharing with the team.

· Training new agents on the floor and preparing a mentoring plan for them.

· Weekly and Monthly Quality reports to be shared with the management and having monthly quality reviews.
· Performed contact call center monitoring, evaluated and reported all agents within regional territory.
· Actively used quality management system to compile, track and trend agent performance.
· Analyzed call trends and identified agent and call center training opportunities and provided recommendations to management. 
· Handling complex escalation calls and resolving them. 

· Motivating and enhancing the performance of the team.

· Floor walking, managing breaks and manning the CMS as and when required.

· Handling calls from clients and various airports and taking over complex files.

· Active participation in WNS Functions as a SPOC / part of the organizing committee.

COMPUTER SKILLS

· DOS, Windows 95/98/NT.



· MS Office (Word, Excel, PowerPoint, Access)

· Fundamentals of programming.
EDUCATION

Bachelors in Commerce
Monad University
C-DAC, Pune 

Advanced Diploma in Information Technology
Maharashtra Board – Pune, India
H.S.C
Maharashtra Board – Pune, India

S.S.C

PERSONAL DATA

Religion


: Islam
Date of Birth

: 12th Nov 1981
Driving License                 :  UAE 
Interests and activities

· Doing challenging jobs in any aspect of life

· Reading Books and Poetry

· Playing cricket

· Meeting new people and making new friends

LANGUAGE

· Written, Reading, Spoken                  Hindi (Native)

· Written, Reading, Spoken                  English

· Written, Reading, Spoken                  Urdu 

· Written, Reading, Spoken                  Marathi
