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Career Objective:
Seeking a suitable position that will promote my career and in-turn contribute towards achieving the goals of the organization.

Total experience: 10 years
Educational Qualifications

	Examination Passed
	Name of the University
	Percentage
	Year Of Passing

	MFM (Masters degree in financial management) 
	Mumbai University (I.E.S Management college and Research centre)
	62.50 %
	2012

	B.Com
	Mumbai University
	51.00 %
	2002


Summary of Experience

1. Company Name
: Citibank N.A Tenure: 5 Years (Assistant Manager-C10)
Key Responsibility: Process & change management.
· Formulating and implementing policies/strategies/process/technology changes.

· Deploying new & revised process with timely update of knowledge portal.
· Reengineering of process for providing first call resolution, reduction in AHT.
· Working with product team on new product, process launch or as per RBI guidelines.

· Coordinating with Training team, Product team, stake holders, Branch for processes.
· Preparing bi-weekly /monthly Deployment analysis & reports.
· Preparing process manual (SLA) & bulletin for various products/process of CitiPhone.
· Preparing presentations for seniors on monthly basis on revised product & process changes. 
· Solely responsible for constructing, deploying and updating the entire CitiPhone & IBM platform on product and process change.
· Preparing Analysis for high impact call volume query for CitiPhone.  
· Analyzing process gaps for Low Net promoter score & Non-first call resolution queries. 

· Ensuring timely closure of Presidential escalation & SME queries.
· Timely proofing of suspense accounts for reporting to financial controller for financial losses.
· Project: Credit card system(Eclipse Migration 2009 – 2010)

2. Company Name
: Citibank N.A Tenure: 2 ½ year (Senior Executive)
Key Responsibility: Service Quality
· Quality Review of SLS resolution & timely closure.

· To ensure customer satisfaction on quality of service provided by CitiPhone inbound & SME’s.
· Preparing daily /weekly MIS for CitiPhone SME for improving the quality of service.
· Ensuring reduction in problem incidences, cycle time, defects marking.
· Identifying process gaps & sharing recommendation with relevant process owners.
· Preparing various utility forms (Knowledge portal) for capturing data by frontend.
· Preparing various MIS based on various units requirements.
· Conceptualizing & implementing various internal promotion activities for increasing service quality levels.
3. Company Name
: E-serve International. Tenure: 2 Years (Executive)
Key Responsibility: Inbound Call Officer (Banking & Credit Card)
· Ensuring complete onus to the customers Query/problems.

· Delivering service with requisite Courtesy and Accuracy.

· Adherence to product & process as per banks standard. 
· Fulfill Sales and Service parameters.
· Adherence to Service and Sales Compliance. 
· Cross Selling / upselling on products as per eligibility.
· Ensuring Process Efficiency by achieving by ensuring Call Quality.
ACHIEVEMENTS & AWARDS:

· Service Quality Individual Award Dec’ 09
· CitiPhone Award for Excellence – Jan’10.
· Performance award Jan ’10.
· Service Quality Team Award – Q1, 2010.

· O&T Excellence Award: Team – Q1, 2010.

· Pillar Award: Team of Quarter Q3, 2010.
· Bravo Award : Dec’ 2010

· Service Quality Team Award – Q1, 2011.
· Operation & Technology Award – Q4, 2011.

· Client Excellence Award – Aug, 2012.

· Operation & Technology Award – Q1, 2013.
· Client Excellence Award – Q1, 2013.
· Client Excellence Award -Q1, 2014.
· O&T Team Excellence Awards for Q1, 2014.
· O&T Team Excellence Awards for Q3, 2014.
· Power of One Team Award-Q4, 2014.

· O&T Team Excellence Awards for Q2, 2015.
Personal Details

Religion : Islam

Language known: English, Urdu, Hindi, Marathi.
Marital Status : Married
