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EXECUTIVE SUMMARY
Significant experience and outstanding skills in Sales & Marketing and Customer Service with 7 years of experience; accustomed to working in various companies including Standard Chartered Bank, Al‐Futtaim Automobiles – Dubai, Max Life Insurance India, Convergys India Pvt Ltd and AVIVA Life Insurance Co. India; with the ability to complete the assigned task within the given time frame with accuracy, excellent interpersonal skills, hard working and a positive attitude.
	Key Skills & Expertise:
	
	

	+ Customer service orientation
	+ Sales & Marketing
	+ Negotiation Skills

	+ Honesty and integrity
	+ Knowledge of Insurance products
	+ Quick Learner

	+ Professional, flexible and amicable
	+ Accuracy and attention to detail
	+ Time management

	+ Exposure in MS Office & SAP
	+ Able to work under Pressure
	+ Active Team Player

	+ Enthusiastic, ambitious & confident
	+ Presentation and communication
	+ Problem Solving Skill



PROFESSIONAL EXPERIENCE
DOCUMENT FULFILLMENT OFFICER
Aug 2014‐Present

Standard Chartered Bank has been operating for over 150 years in some of the world’s fastest growing markets, across Asia, Africa and the Middle East.
Purpose of the Role: The Fulfillment Officer’s mandate is to review and process all legal documentation required in order to issue credit cards and loans, in accordance with company policies and procedures. The fulfillment Officer will work in conjunction with the Originations Teams and the Funding Team.
Responsibilities:
· Collecting supporting documents on approved transaction for submission 
· Review document submissions in regards to income, assets & appraisals 
· Cross sell credit card and loans opportunities within a in/out‐bound call center environment 

· Identify and recommend methods to improve efficiencies within the Team 
· Provide daily updates 
· Ability to maintain a 95% accuracy rate on a monthly basis 
· Visit site and complete customer due diligence on basis of eligibility 
· Provide mentorship and training to new Fulfillment officers as required 
CUSTOMER REPRESENTATIVE
Al‐Futtaim Automotives – Toyota
Aug 2013 – April 2014
Al Futtaim Automotive is a subsidiary company of Al‐Futtaim Group; which is a large conglomerate operating in UAE. Al Futtaim Automotive was formed in 1955, and has automotive interests and operations all over the Middle East on prestigious automotive brands: Toyota, Lexus, Hino, Honda, Volvo, Chrysler, Jeep, Dodge, Ram, Fisker, Lotus, Morgan, Linde, Dexion, Merlo, Ingersoll Rand, Proton, Nissan, Suzuki Maruti, Yamaha, Renault, Piaggio Apē, Eicher, Fiat and New Holland.
Responsibilities:
· Reminding clients for servicing of the car. 
· Keeping record of monthly maintenance of the vehicle. 
· Handling inbound customer complaint. 
· Maintain agent pro activity as per business plan. 
· Desired competencies: Hold periodical customer meeting to understand customer pulse and their needs. 
· Ensure customer queries are responded to satisfactorily as per MLI standard. 
SALES Representative
Max life Insurance (TATA Consultancy services)
Period: May 2012 – April 2013
Max Life Insurance, one of the leading life insurers, is a joint venture between Max India Ltd. and Mitsui Sumitomo Insurance Co. Ltd; a member of MS&AD Insurance Group, which is amongst the top general insurers in the world. Max Life Insurance offers comprehensive life insurance and retirement solutions for long‐term savings and protection to 3 million customers.
Responsibilities:
· Agent Development and field demonstration. 
· Work with agents on planning and reviewing of activities and objectives. 
· Meet Business Targets: Achievement of monthly, quarterly and yearly targets. 
· Maintain agents proactively as per the business plan. 
· Desired competencies: Hold periodical customer meet to understand customer pulse and their needs. 
· Ensure customer queries are responded to satisfactorily as per MLI standard 
SENIOR CSR SPECIALIST / CUSTOMER CARE OFFICER
Convergys India Pvt Ltd
Apr 2008 – Feb 2012
Convergys is a leading business process outsourcing (BPO) company that provides customer management and information management services to its clients. It was established in the year 1998 and is headquartered in Ohio of United States. They employ more than 75000 employees in their various delivery centers spread
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across the world. Convergys has set up 68 contact centers in various parts of the world including India, Philippines, Vietnam, Indonesia, US, Canada, Costa Rica, South America, Middle East and Africa.
Responsibilities:
· Worked for Australian Mobile service provider, Optus. 
· Resolving customer’s issues. 
· Inbound calls for Mobile connections. 
· Confirming appointment with the customers. 
· Ensuring that Technicians visited the as per the schedule. Additional Responsibilities as a Communication Coach: 
· Monitoring calls of representatives. 
· Conduct audits to providing constructive communication & process based feedbacks. 
· One on one session with team members to solve their outcomes. 
· Coaching & mentoring the team members 
Achievements:
Promoted as Sr. Agent on Completing 8 Months.
Promoted as Sr. Specialist Agent within 14 months.
Promoted as SME – Subject Mater Expert within 18th months.
Promoted as In‐team Communication Coach after completing 24 months
Awarded as Best Agent of the year in 2009 followed by 2010
SALES AGENT
R‐Tech India Pvt Ltd
May 2007 – Mar 2008
Responsibilities:
· Worked for UK Mortgage. 
· Making Outgoing calls to UK; and selling UK Mortgage and Investment Plan. 
· Generating leads on daily basis and also ensuring to meet monthly targets. 
· Ensuring Customer issues are solved on time for smooth business. 
TELE CALLER
AVIVA Life Insurance Company, India.
Apr 2006 – May 2007
Responsibilities:
· Making outbound calls and generating leads for Sales Manager. 
· Selling Insurance Policies over the phone. 
· Fixing appointments with the customers and following it up regarding the same. 
Farhana Bodlaji 3
▪ Trying for maximum sales and ensuring to meet the targets on time.
	
	
	
	EDUCATION & TRAINING

	▪ BA – Bachelor of Arts
	– Mumbai University, Mumbai – Jun 2010

	▪
	Intermediate College
	– Mumbai University, Mumbai – Jun 2007

	▪
	Management Training – Six Sigma – Yellow Belt

	▪ SAP IS Auto Training
	– Fast‐forward Project (The Assertiveness Training, Advanced Agent Skills Inbound &

	Outbound Workshop, Handling Complaints, SOP Training)

	
	
	
	PERSONAL PROFILE

	
	Age & Marital Status
	: 26 Years, Single

	
	Driving Licence
	: Valid UAE driving license

	
	Nationality
	: Indian

	
	Languages Known
	: English, Urdu, Hindi and Marathi


