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Mob: 0 7667915155/  Email:balasai2014@yahoo.in
	Area of Expertise 
· Banking Operations
· Root Cause Analysis

· Quality Management

· Customer Satisfaction

· Stakeholder Management 
· Complaints Management

· People Management

· Problem Solving

· New Initiative 

Personality Traits

· Analytical Thinker: 

Proven ability of developing insightful strategies, capitalizing on capabilities and converting potential into opportunities.

· Change Agent:
Utilizing result-driven approach and growth-centered mind-set to drive positive change in the organizational culture; believes in leading by example.
· Persuasive Communicator:
Effective articulation ability; can achieve clarity and persuasively secures buy-in and commitment.


	
	                                                                                                                                                                                    7+ years experience in  STANDARD CHARTERED SCOPE INTERNATIONAL |UAE Banking operations | Complaints Management
PROFILE HIGHLIGHTS

· Professional with experience in Banking operations, Root Cause Analysis, Quality Management.
· Developing healthy relationships with customers/stakeholder through effective relationship management abilities, while providing optimum quality service to ensure complete satisfaction. 
· Result Oriented. Effectively identify and resolve problems with available resources and by problem solving skills.
· Expertise in providing cutting-edge solutions.
· Effective presentation, negotiation and communication skills with keen abilities in planning, goal setting, strategy implementation & follow-up.

Functional Skills

Client Relationship Management:

· Focusing on maximum Client /Stake Holders satisfaction by closely interacting with the customers to understand their requirements and delivering high-value services to upscale clients.

Team Management & Strategic Planning

· Ensuring efficiency in operations and that the individual & group targets are met, by managing & monitoring the performance of team members.

.

· Identifying newer opportunities, formulating business strategies, strategic utilization and deployment of available resources to achieve organizational business objectives.




Work Experience 

                                                                                      STANDARD CHARTERED SCOPE INTERNATIONAL
   Career Path: Senior Officer | Consumer Banking UAE Operations- : |19/11/2014 to till now| 
CONSUMER BANKING | UAE COMPLAINTS MANAGEMENT
Responsibilities:

· Handling LENDING (Credit card, Personal & Auto loan) & LIABILITIES (CASA) complaints and provided 100% resolution on daily basis.

· Analyze the end to end root cause analysis (RCA) of the complaints and will fix the issue with the internal operations /technical team.

· Co-ordinate and handle calls from Stakeholders, Business & Product Teams, Customer care unit(UAE), Branches in UAE, Phone Banking, Sales, Collections to resolve a complaint. 
· Prioritize workflow and workload and quickly change priorities as per complaint nature. Direct in approach to discovering information.

· Ensured complaints handled as per standard operating procedures and brand standards in order to enhance customer satisfaction and mitigate the risk.
· Handled customer complaint with nil processing errors and in a first come first out basis.

· Identify the root cause for the repeated complaints and suggested a permanent fix in order to avoid such repeated complaints to the bank.  
· To provide First call resolution (FTR) on logging the complaints, coached entire customer care unit and collections team.

· Monthly calls with respective unit manager to discuss about human errors on logging the complaints.
· Closely working with respective process development unit (PDU) for fixing the process gap/ implementing new process.
· Periodically update stake holders about all the complaints, which were breached with appropriate reason.
· Maintained DOA signature and respective business approvals for reversal and update as when required.
· Respective P&L account are debited for any reversal of charges, Interest and other surplus amt. (Suspense account, P&L interest and P&L charges account)

· Circulate daily, weekly and monthly MIS to all business owners/stake holders apart from error analysis.
Milestone:

· Received ICONS award for Q2 in 2015 as “Value Champ-RESPONSIVE.” 
·  With constant feedback, coaching and knowledge sharing with customer care unit and collections team, had reduced error rate of logging complaints from 37% to 11% within one month. 
Trainings & Seminars

· Undergone Analytical skills, Customer chartered, EMAIL ethics, Leadership quality, Time Management. 

· Attended seminars about Operational Risk, 

   Associate in business from July13 to October14 
            



     STANDARD CHARTERED SCOPE INTERNATIONAL

                                         Career Path: Senior Officer |Consumer Banking UAE Operations - : |16/05/2012 to 01/06/2013 |
CONSUMER BANKING | UAE COMPLAINTS MANAGEMENT
Responsibilities:

· Handling LENDING (Personal & Auto loan) complaints and provided 100% resolution on daily basis.

· Analyze the end to end root cause analysis (RCA) of the complaints and will fix the issue with the internal operations /technical team.

· Co-ordinate and handle calls from Stakeholders, Business & Product Teams, Customer care unit (UAE), Branches in UAE, Phone Banking, Sales, Collections to resolve a complaint. 

· Prioritize workflow and workload and quickly change priorities as per complaint nature. 
· Ensured complaints handled as per standard operating procedures and brand standards in order to enhance customer satisfaction and mitigate the risk.
· Handled customer complaint with nil processing errors and in a first come first out basis.

· Identify the root cause for the repeated complaints and suggested a permanent fix in order to avoid such repeated complaints to the bank.  

· Monthly calls with respective unit manager to discuss about human errors on logging the complaints.

· Periodically update stake holders about all the complaints, which were breached with appropriate reason.

· Respective P&L account are debited for any reversal of charges, Interest and other surplus amt. (Suspense account, P&L interest and P&L charges account)

· Circulate daily, weekly and monthly MIS to all business owners/stake holders apart from error analysis.

VISA Processing Service Pte. Ltd-

(A Joint venture with VISA Pte Ltd, U.S & Yalamanchili Software Exports Pvt. Ltd. Chennai)

Career Path: Team Leader- : |17/08/2011 --- 09/02/2012|
Responsibilities:

· Managing a team of 15 Members and working for VISA Project for ATM, Debit and Prepaid CARDS Embossing and pin printing.

· Managing the embossing of both Personalized and non Personalized ATM, debit Cards, Prepaid Cards.

· Printing ATM/ Debit/ Prepaid card Pins with highly secured printing machine.

· Make sure productions are completed within TAT without error.

· Quality check done for all the projects.

· Every week have Client  Con-call for  discussing  about the Process Improvement.

· Highlighting technical issue which is raised by team and make sure it gets resolve with in TAT.

· Vendor and client meeting every month.  

· Team Meeting everyday to discuss about the issue in daily activities.

Clients Handled: HDFC, ICICI, Kodak Corporations, Lakshmi Vilas Bank, City Union Bank, Indian Overseas Bank.

                                                              STANDARD CHARTERED SCOPE INTERNATIONAL

Career Path: Senior Officer | Consumer Banking UAE Operations | Contact Centre- : |02/12/2006 to 14/8/2011|
(A) CONSUMER BANKING | UAE COMPLAINTS MANAGEMENT
Responsibilities:

· Handling LENDING (Personal & Auto loan) complaints and provided 100% resolution on daily basis.

· Analyze the end to end root cause analysis (RCA) of the complaints and will fix the issue with the internal operations /technical team.

· Prioritize workflow and workload and quickly change priorities as per complaint nature. 
· Ensured complaints handled as per standard operating procedures and brand standards in order to enhance customer satisfaction and mitigate the risk.
· Handled customer complaint with nil processing errors and in a first come first out basis.

· Periodically update stake holders about all the complaints, which were breached with appropriate reason.

Milestones:

· Deployed in Dubai for a short term assignment. Appreciated by head of operation, UAE, for completing the assigned project in timely manner.
(B) STATIC DATA AND MAINTENANCE | UAE  ACCOUNT MAINTENANCE UNIT (CREDIT CARD)
Responsibilities:

Processing of Accounts Maintenance for Country –UAE

· Updating customer address as per request.
· Updating passport and visa copy details.
·  Billing cycle date & Relationship / I banking number updations.
· Limit increase, decrease and transfer limit of credit cards & SMS banking subscriptions & E statement subscriptions.
· Amendment of status changes of the credit cards & Changing of fee due dates for the accounts.

Reissue Closures Maintenance:

· Validation of reissue procedure, closing the credit card accounts.
· Checking the delegation authority of the instructions & Upgrade and downgrade of credit cards.

(C)  CUSTOMER SERVICE  | UAE PRIORITY BANKING CONTACT CENTRE
Responsibilities:

· Handled Decile1 and priority customer’s queries across all the products and services opted by the customer.

· Handled calls related to all the products for other decile customer also during the crisis.
· Educate and migrates customer to use I Banking and E-Statements to avoid calls to the unit.
· Update about new products and cross sell the products to customers to generate revenue to the bank.
· Liaised with other department for resolution of customer complaints and ensured customers satisfaction. 

· Delegations of authority for processing Service request like Reversal Request, Replacement of Card, Cashier Order, Card to Card Transfer, and Card to Account transfer, Dual Payment and Applications Block of Code.

Milestones:

· I was part of pilot batch of cash delivery process which was initiated during the skimming scam at UAE and received first appreciation from the customer.
· Received ICONS award for Q2 in the year 2008 as Business Champion-OUTSERVE.
· Received ICONS award for Q3 in the year 2008 as Business Champion-RISK.

Was also associated with…

· HCL BPO Service, as Technical support officer (29/09/2005 – 16/03/ 2006) 

· Aircel Cellular.(Flexi One ,workforce consulting)as Retentions Executive and Customer Interface Officer (01/03/2004 – 20/09//2005)
· eNext INC , Junior officer ,Customer Care (04/06/2001 – 27/02/2004)
Education

· BBA, Annamalai University 2012
· Diploma  in Electronics and communications 2000, Sree Narayana Guru Institute of Technology 
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