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Synopsis 

Fraud analyst working for 4 years with a card fraud transaction monitoring team handling outbound calls for Premier commercial credit & debit card customers. Believe in hard and smart work and perseverance in achieving my goals. I have good analytical powers supported with fluent communication skills. One of my important assets is my quick learning-ability. Ability to handle stress and work under pressure. Reliable, trustworthy, always ready to go the extra mile, hardworking and result oriented. 

Seek a challenging position where performance is rewarded with new responsibilities to power my career ahead. Therefore looking forward for an exciting opportunity to enhance my knowledge and skills and grow with the organization as an asset. 

Offering 4 and half years on quantitative experience from April 14th - 2011 till date in HSBC- Hyderabad: 

	Retail
	Fraud operations

	CMB(Commercial Banking)
	Fraud operations


I believe in planning, setting goals that reflect organizational values and effective communication. Not only that I also believe in shaping perception, gaining acceptance and identifying & understanding the triggers to change. I am a self-motivated person who possesses strong Leadership skills, People management skills, Performance management skills and believes in hard work & positive attitude. 

Role & Responsibilities as a Fraud Operations(CSE) 

· Have working knowledge of Fraud Management systems and specialized in card Fraud Management especially with Commercial Banking high net worth HSBC customers. 
· Ensuring individual & department level targets are met every day in a volatile & pressurized contact centre environment by driving shifts and motivating staff in the absence of line managers. 
· Handling Outbound & Inbound calls on a day-to-day basis ensuring a high level of customer centric and personalized service to all customers. 
· Building Interpersonal relationships with internal banking departments to ensure first contact resolution for customer and enhance customer experience. 
· Ensuring empathy is used as a mode of customer retention on calls due to inconvenience caused by card declines. 
· Undertook analysis of spending patterns on debit and credit cards and generated fraud trends reports sent to business on an hourly basis to help identify & prevent further fraudulent activities by programming the fraud detection systems as per fraud trends. 

High personal integrity, and able to relate to and create firm rapport with colleagues. 

Highly articulate, confident and persuasive team-builder, able to motivate and communicate to achieve business performance. 

Dependable  and  reliable  in  supporting  team  effort  to  produce  genuine  long-term  sustainable development. 

Persistent and flexible approach to the mutually beneficial achievement of business and personal goals. Ability to adapt to any environment and willingness to learn in new endeavors. 

Educational Qualification : 

· Completed B.Com in the year 1998 for Women Degree College Begumpet. 

· Completed junior college in Intermediate in the academic year 1995 in Mother Junior College Completed 
· High School in the academic year 1993 in St. Francis Girls High School. 

About Myself: 

Believe in hard and smart work and perseverance in achieving my goals. I have good analytical powers supported with fluent communication skills. One of my important assets is my quick learning-ability. I am an honest person with strong will power to learn more. 

Personality Sketch 

Amiable personality, mix well with all types of people. Ability to handle stress and work under pressure. Reliable, trustworthy, always ready to go the extra mile, hardworking and result oriented. 

Personal Profile 

Date of Birth
:
21-January 1978

Nationality
:
Indian

Religion
:
Hindu

Marital Status
:
Married

Languages
:
English, Hindi, & Telugu

Hobbies
: 
Reading books. Listening to Music

Achievements: 

· Part of Best Team of the month for all 3 quarters in 2013

· Won 1 Super Star awards in 2014 to recognize exemplary contribution in achieving core objectives.
· Piloted the CMB Ring-fenced queue wherein staff shortlisted were selected from the top performing staff within the department.
PREVIOUS EXPERIENCE: 

Organization
:
Sitel

Department
:
Customer services

Service Period
:
Oct 2007 March 2011

Role & Responsibilities : 

· Handled customer service calls & sales calls.
· Handled supervisor calls 

· Help the new joiners & Floor Support 

· Handled escalations of irate customers. 

· Provided soft skills training to new agents in regards to customer service, sales and mock calls.

· Help the new joiners to achieve AHT 

Achievements: 

•
Awarded for best compliment from the Customer.

•
Awarded with extra miler award

•
Awarded for the best Gold coins for best email sent to the Customer

Organization
:
Fernandez Hospital as Front Office Executive

Service Period
:
Sept 1999 Sept 2006
Role & Responsibilities: 

· Handling Patient related queries on Telephone's Explaining different tariff to the patients 
· Handling different Doctors timing visiting the hospital 
· Handling also the billing section 

Strengths: 

· Hardworking

· Self confidence 

· Goal oriented 
