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Daniela



Dubai, UAE




D.O.B: 16.12.1986

Email: Daniela.375599@2freemail.com 
PROFESSIONAL SYNOPSIS

· A competent banking professional with over 8 years of experience in GCC and Romania

· Well versed in various banking divisions including Retail and Corporate

· Excellent understanding of banking products and Operations

· Possesses Analytical & numerical skills to handle multifaceted banking applications

· A team player with strong people management skills

EMPLOYMENT HISTORY

RAK Bank   - Dubai, UAE

Job:   CPV (Customer Phone Verification) Representative

May 2014 – Present

I am a part of the Fraud & Investigation team, wherein I am authorized to perform checks on credit applications for multiple products. I also verify the documents submitted by the customers and analyze the credit application for approval / rejection. 
Key achievements:

· Within 6 months of my joining, I was selected to be the Acting Team leader in her absence.
· Recognized by the Head of Credit for seamless operations within the team, ensuring all deliverables are met within the timelines and zero errors / complaints
· Ensured all system updates were processed within the timelines
Credit Europe Bank -   Romania
Job:   Team Leader, Inbound Operations



January 2011 - March 2014
I was leading and supervising a team of 25 agents for banking transactions: transfers and payments, opening/closing time deposits, FX exchange, card operations in line with VISA and MasterCard regulations and guidelines. I was also responsible to analyze fraudulent activities in Retail and Corporate transactions. I was handling escalations for second level complaints and was working closely with Romanian Authorities and Legal Department to resolve these.  

Key achievements:

· Ensured that my team achieved Quality and Customer Service scores by constantly motivating and training them on banking products and customer handling skills.
· Recognized for maintaining accurate and timely reports (Weekly, Monthly, and Quarterly) for various Quality parameters including CSAT (Customer Satisfaction), Time to resolve complaints etc.
· Successfully led and completed a project for a banking application, starting with project framework, collaboration with users and developers and UAT (User Acceptance Testing).
Credit Europe Bank -   Romania

Job:   Senior Agent, Inbound Operations



July 2007 - December 2010
I was a Senior Phone Banking agent, assisting customers on various requests including Funds Transfer, Credit Card payments, Personal loan requests etc. I was also responsible to address queries and complaints within the timelines and as per the Bank’s guidelines.
Key achievements:

· Recognized as the ‘Best Agent’ for achieving Best Customer Satisfaction score 
· I trained the team on various banking products and customer handling skills

EDUCATION

Bachelor of Economy & Finance





June 2009
Faculty of Finance and Banks, Spiru Haret University, Romania
PERSONAL DETAILS

· Nationality: Romanian

· Driving License: Valid for UAE & Europe

· Languages: English, Romanian & Spanish

· Marital Status : Married 
