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Rupa 
Rupa.314441@2freemail.com 
______________________________________________________

CAREER OBJECTIVE

To work towards a common goal where I can develop myself in conjunction with the organizational objectives. 
Banking Objective:
· To provide best training to the new employees 

· To satisfy customers by providing best quality service 

· To ensure customers that their money is safe and secure
· To implement different new solutions so that clients confronts success 
· Deliver every work proficiently – on time and within budget
PROFESSIONAL EXPERIENCE
· Tata Consultancy Services, Chennai TN – From March 2016 – Till date.
Assistant Manager – AML (Anti Money Laundering) & CTF (Counter Terrorist Financing). 

Transaction Monitoring, Analysing Risk Events and Compliance in Financial Crime Surveillance Unit
Applications Used
Mantas (ECM), Detica (Norkom 5.6), EBBS, AOC, Accuity, World Check, Data Store, Vision IP, Hogan, eOps, eCDD (Bowb), STS Payments, FCC Watch List Explorer

Core Responsibilities

· Work effectively and professionally with colleagues across the organization and in particular those connected business units i.e. Sanctions, Name Screening, CDD, KYC, etc.

· Money Laundering investigations including transaction monitoring. Identifying activity suggesting ML or CTF risk and writing reports to identify ML/CTF risk and/or SAR reporting.
· Familiarity with transaction monitoring and associated case management systems.

· Undertaking investigations/analysis into customer activity with the ability to draw inferences from noted behaviour, including transactional profile, against expectation established from CDD data.
· Responsible for conducting the effective and timely investigation into assigned cases in accordance with agreed standard reporting requirements and service levels.

· Review system generated alerts against customer data, investigate for potential money laundering/terrorist financing/sanctions risks, collect documentary proof, build/maintain case files for transactions and customers deemed suspicious, update relevant MIS to ensure accurate tracking and record keeping, mitigate sanctions risks by taking decisions on payment filtering system, update internal watch-lists, identify tainted/blacklisted names and ensure required actions are taken in order to fulfil regulatory requirements and avoid penalties.
· Draft and report on MLRO/Deputy MLRO approved suspicious transaction reports (STRs), assist with addressing queries from corresponding banks relating to money laundering and sanctions matters, carry out freezing of funds and blocking of accounts, respond to and raise requests for information (RFIs) from other banks on anti-money laundering and sanctions in order to fulfil regulatory requirements and avoid penalties. 
· Provide compliance advisory support to the bank management and department heads in the discharge of their compliance duties. Work closely with the internal and external auditors on regulatory and compliance affairs.
· Manage and coach staff in the department and act as mentor for any new colleagues and trainees.

· Achieved “Star Performer Award” in January 2017 for best Team Performance in productivity, quality and completion of target within the SLA for the last quarter of 2016.

· Conduct team meetings/huddles to share process knowledge and provide process updates. Discuss exception or rare scenarios with the team and how to handle those cases/risk events

· Review monthly performance of the team members and discuss individual performance in one to one meeting on monthly basis

· Responsible for completing the Half year and Final year PD (Performance Development) rating of the team members
· Put forward a training or refresh session for member staff facing difficulties to achieve their daily and monthly target

· Keep a close track of daily attendance of planned and unplanned leaves within the team inline with the set attendance percentage laid by the company/project/client
· Review the quality scores and the errors percentage and provide feedback to the team members contributing those errors
· Track for completion of all Mandatory Trainings as per the companies requirement
· Motivating the team to complete the assigned risk events within the TAT given by the client

· Enhance the knowledge and groom the team members for their next level in their career or upcoming opportunities on their way
· Work closely with the client and keep them updated with things which requires their attention. Co-ordinate with the client to discuss and conclude on the issues/concerns faced by the team on the floor 
· Barclays Shared Services, Chennai TN - From Sept. 2012 – March 2016.
Process Expert/Subject Matter Expert/PPI (Payment Protection Insurance) – UKRBB
Dealing with Loans and Insurance - Redressing the Insurance Premium and Interest paid by the Customer with 8% Compensation 
Applications Used

Edostar, Pre-Qual, Customer Gateway, CCS (Customer Complaint Server)
Core Responsibilities

· Providing resolutions to the team members with their queries in terms of calculating the amount in the letter which is sent to the Customers and Third Party (CMC).
· Ensuring all Process Changes and Updates are cascaded to the team by conducting team huddles and team meetings.
· Improving the APT, the Quality Scores and Overall performance of the team.
· Improving the performance of a bottom quartile performer to at least reach the minimum standard so that they can achieve their targets. And so on so forth improve the performance of a middle performer so that they can exceed their targets for which I achieved “The Eclats Award”.
· Identifying training needs, if any of the team member is not aware of certain scenario or needs to be cross trained in other products or requires a refresher training. I have trained my team and other teams in certain Process Change for example Tax at Source.

· Co-ordinating with onshore stakeholders via calls and/or mails to get clarification on certain issues or escalating certain concerns related to process. Providing swift response to the mails and have taken timely actions on it.
· Resolving escalated issues/queries through calls and mails. Taking the responsibility of collating all the issues in relation to Change Communication and/or Process Focus and putting forward in SME Forum call with onshore.
· Ensuring ad-hoc activities are completed as per priority. The ad-hoc cases such as Remediation, Spare 6, Re-opens and Financial Difficulties cases are completed as per the requested deadline to meet our SLA.

· Handling breach cases efficiently and effectively for which we received appreciation mail from onshore and I also achieved “The Eclats Awards” for handling breach cases.

· Conducting frequent audits to ensure that the Policies and Procedures are being adhered and are inline within Global Standards. Also reviewing the Policies and Procedures for any improvement.
· Helping other SME’s in solving their queries and explaining and coming to a conclusion for any doubts. Helped in grooming BA2 on how to prepare for BA3 interviews and they were also promoted.
· Keeping a track/monitoring all processing/QC queues so that the cases are not breached, the breached cases are done on priority and I ensure that the calculators does not expires.
· Making the team aware of the Barclays Policies and Procedures such as Information Security (ISMS), Data Privacy Act (DPA), Operational Risk Management Policies (ORMP), Operational Excellence Standards (OES), Business Continuity Management (BCM).

· Motivating the team to submit Pitch In Ideas. I have submitted many implemented Pitch In ideas.

· Creating awareness and making the team more alert on capturing the MI correctly with Fund Transfer details so that there are no misses in terms of FT Audits.

· Generating sampling reports sent to onshore, QC dashboard and QA reports sent to MIS team, TQA Reconciliation, QA mails, External and Internal Quality reports.
· In QC team we achieved the “Red Carpet Awards” in first quarter of 2014.

· Maintaining Work state with BA2 data which helps in calculating their incentives at the month end. Reviewing Internal Challenge Tracker and challenging cases in External Challenge Tracker.

· Handled the team smoothly in the absence of Team Manager, even handled other teams including mine in the absence of other Team Managers. 

· Taking care of BAU audits for cases referred by onshore.

· Successfully completed “Lean Training” and a "Project” (Change in the letter sent to the customers)
· Successfully completed and was certified as "Trainer" in the Train the Trainer session and conducted training of New Joiners
· Barclays Shared Services, Noida UP - From May, 2008 – Sept, 2012. 

Process Advisor/GPP/P&PS Helpdesk (Accounts Payable) – Global Sourcing
Purchasing & Payment Queries include following 
<Invoice Payments> <Purchase Orders> <Credit queries> <e-Expenses> <e-Source>  <Remittances> <OB10> <How and when to Create a vendor> <One Off Payment Requests> 

Applications Used
Sap P11 & E-source 
Core Responsibilities
· Worked in P&PS Helpdesk as a Process Advisor, responsible for answering queries of Barclays staff members and Barclays Vendors or Suppliers with all their payment related queries.

· Advise the Barclays Staff how to claim expenses on E-expenses site and reconcile company Barclaycard.

· Directly deals with customer via telephone and emails, while working in SAP.

· Advise Barclays staff how to raise Purchase Orders in E-Source application.

· Sending request to release the payments to Barclays Staff and Suppliers.

· Sending request to process the invoices, to reject or un-reject the invoices/payments, to reverse the payments etc.

· Dealing with Invoice Management related queries.

· Assisted in the training of new customer service representatives and associates.

· Assisted in Daily Controls and Checks within the team and also send Controls and Checks report to onshore in the absence of the Team Manager.

· Assigned as Primary Information Security point of contact in P&PS Helpdesk. 

· Share process updates with the team members.

· Also called onshore to get clarification for certain queries which needs to be resolved on immediate basis in the absence of the Process Expert.

· Serves as a Point Of Contact in the absence of the Process Expert.

· Update the AOM Tracker of the team to show the productivity of the team members.

· Lists all the difficult queries over the calls in a file and share it with the team members which helped in Process Knowledge Test.

· Dealt with all the queries send by the staff in “PPS Helpdesk” and the vendor in “PPS          Helpdesk Vendors BSSC” mail box. Completion of all queries within SLA (of 24 hours) without a single miss.

· Submitted many “Thing Smart” ideas which are implementable.

· Collate all the data and forward it to my process expert for MI report.

· Have taken the responsibility of IT Testing, ISO Labelling and also maintaining One to One sheets of the team members.
Achievements

· Have received Way Ahead Awards for performance in the areas of team support and customer satisfaction. 
· Many ThinkSmart ideas have been stamped implementable.

· Have received “Spot Awards” for supporting the team and for getting customer appreciation through e-mail.
· Have received recognitions for “Outstanding Performance in the year 2009 & 2010”.
EXL Services, Noida UP – From Oct 2006 – May 2008 

Customer Service Advisor/Inbound Process of “Dell Customer Service”. 

· Provided support to the Dell Customers, with their queries related to computers and laptops and discounts and promotions of Dell Computers. 
· Assisted in the training of new customer service representatives and associates. 

· Assisted the Team Manager in handling the team in the absence of the supervisor.

· Prepared weekly and monthly reports of the team members.

· Worked in “Dellserv” Application to document the customer’s queries.

· Took team huddles to give process updates and discuss difficult queries.

· Advised how the computers were delivered and what all items were included with the computer and where the goods were in transit.

· Explained how to run the Windows Vista.

Inbound Process of “Dell Financial Service”.

· Dealt with the accounts of the customers provided by “Dell” especially for purchasing computers and laptops. 

· Used to give credits and debits into the customers account.

· Also provided discounts to the customers account.

· Worked on live application “Fiserv” to make transactions on their account.

· Took supervisors call whenever the supervisor was not in office.

· Completed useful trainings such as “Platform Skills” and “Train the Trainer”.

Strengths
•
Have exceptional communication skills – Written & Spoken 

•
Soft spoken and disciplined. 

•
Cent percent efficient when dealing with service related queries.
•
Can easily adapt to any environment. 

•
Target Oriented.

Education Qualification 
· Completed B.A (English Hons) from Bhawanipur Gujarati Education Society College (Calcutta University) in the academic year 2005.

· 10+2 from Rani Birla Girls College, Kolkata in academic year of 2001 – 2002.

· 10th standard from Loreto Day School Kolkata in academic year of 2000.
Computer Skills 

· Microsoft Office
· Microsoft Excel

· Microsoft Word

· Power Point
Personal Details:

· Date of Birth

    :
29th January, 1982


· Marital Status

    : 
Single

· Conversational Competence    :      
English, Hindi, Bengali, Urdu & Arabic.

· Hobbies
             
    :
Travelling, Listening to Music, Dancing, Cooking, 
               



Reading and Shopping.
