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Nadia 
Nadia.344932@2freemail.com
Objective
Seeking a challenging career in a dynamic and progressive organization where I can utilize my expertise and abilities to the fullest.
Academic Qualification
· Masters in Economics from Karachi University
Professional Certification & Program
· Certificate on Successful completion of Selling Competitively
· Certificate on participating in KYC & AML
· Certificate on participating in Ghar Asaan
· Certificate on participating in Customer Relationship & Account Opening
· Letter of appreciation for determined and courageous efforts in streamlining the functioning of Clifton Branch after the unfortunate incident
· Successful completion of customer satisfaction course. 
Experience
Consultant (DU Services) in Sutherland Global Services

September-2016 to date

· Handling customer calls and queries over the CISCO system
· Follow up with Customer for timely / overdue payments

· Resolve day to day Customer Queries

· Coordinates with appropriate staff to improve service delivery standards

· Addressing customer needs, queries, complaints and providing them adequate information about the Services / products.
· Updating Customer’s Database on CRM and GARMS
Customer Service Executive in Silkbank Limited 


November-2013 to July-2015
· Manage and monitor customer problems, issues and quires and escalate if required. Preferably resolve problems on the spot.   

· Responsible for addressing customer needs, queries, complaints and providing them adequate information about the Bank’s service / products. Sale products to new customers, opening two accounts in a month
· Guide and divert customer on alternate delivery channel 

· Handling customer calls and queries over the PABX system
· Expert knowledge of  CRM, T-20, ADC Portal, Misys software 
· Effective resolution of small and large problems faced by customers
· Coordinates with appropriate staff to improve service delivery standards

· Customer Traffic Management

· Scheduling monthly service meetings

· Ensuring customers Overall High Satisfaction, Reduced Problem Incidence Rate and increased Problem Resolution Satisfaction and meeting SQ targets

· Responsible for Mystery Shopping Program 

· Responsible for Internal Service Measurement

· Responsible for Branch Service Review Report
Customer Relationship Officer at KASB Bank Ltd



April’07 to October-2013
· Manages customer traffic within the branch to ensure Service Quality standards are met.

· Handle Branch customers to fulfill their banking requirements within the branch & solve any problem that they have.
· Provide high quality services to customers.

· Provide information about the Bank’s product & Service offerings.

· Follow ups on the minutes of MSMs.
· Handles customer complaints as per the Guidelines defined by SQ

· Responsible for maintaining a congenial work environment for staff on the branch floor.
· Responsible for branch ISM and MSP.

· To handle product processing and service deliveries

· To develop branch human resources in terms of their training, performance and coordinate with HR

· Operational Work (Additional Task)
· Issuance of Cheque books, Cheque book balancing and prepare all relevant letters
· Ensure continuity of operations in case of system breakdown or malfunction

· Maintain Audit Trails properly and perform branch operations strictly in line with SBP regulations and the bank’s policies and procedures                                                                                                                     
· Resolve day to day customer queries related to branch operations

· Manage collections, remittances, time and call deposits.
· Issuance of lockers and maintain MIS of occupied and unoccupied MIS

· Generation on customer’s new account number

Telemarketing Officer at Faysal Bank Ltd 




May2006 till Apr 2007

· Conducted Personal Finance & Secured Finance.
· Liaison between authorized signatories and sales team for approval and disbursement at Branch level.

· Processing of consumer durable cases from data entry to successful disbursement.

· Liaison between the Credit Department and Sales Executives to resolve discrepancies hampering disbursement of cases.

Team Leader at Citibank 






Dec 2003 till Apr 2006)
· Managing & organizing schedule Sales of Consumer Products of the Bank and maintaining information for employees & bank 
· Improving staff performance by providing feedback, discipline, counseling, coaching and evaluate employees. 
· Recruitment & Training staff in implementing more productive policies.
· To conduct various training programs for new hires along with refresher courses for all existing DSRs of the DSA this includes: Product Training, Compliance Training 
· Monitor DSR performance Evaluation (Monthly Approval Rates, ABU system), Negative/Fraudulent file checking.
· Monitoring DSA is performing its role as per the Citigroup outsourcing policy, to prepare a business/financial plan for DSA.
· Responsible for DSA’s business targets
Personal Detail
Husband’s Name
:
:
Irvin Paul
Religion


:
Christian
Marital Status

:
Married

Visa Status

:
Spouse Visa 

Nationality 

:
Pakistani
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