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Career Objective:
I am seeking a mid-level managerial position of responsibility and visibility with an organization of repute having well-set long-term goals and a clear vision for growth.

Work Experience

Meezan Bank Ltd



      (20 Oct-07 To Date)

Liability Product & Service Quality Department 
        

Liability Product & Service Quality Department is an integral part of any organization as the former adds and modifies the existing product portfolio and the latter helps to identify the loopholes in service delivery standards and advise methods to improve it.

Area Service Quality Manager                                                                         
  (20/10/10 to Date)
Purpose of Position
Ensure smooth and standardized functioning of all service deliverables at the branch banking.

Responsibilities
· Branch visits in order to ensure proper implementation of operational instructions and bank’s service policies and guidelines issued by SQD department and bank as a whole.
· To monitor branch internals service measures including ATM cards issuance, ATM intimations to customers, ATM delivery records as well as ATM Functioning. Daily and timely balancing of ATM balancing and replenishment, follow-ups on return cheques, online signature verification, Account opening process etc.
· To conduct service huddle and carry out ongoing trainings in area of service delivery of staff.
· Evaluate performance of service quality coordinators of the area branches on monthly basis.
· To monitor branches service efficiency through head office/ Region office/ Area office by using available tools.
· Coordinate with different department to get branches issues resolved.
· Do in depth analysis on the monthly performance of branches and suggest action plans to overcome weaknesses.
· Enhance service awareness, attitude and approach of all staff, especially the front line staff.
Meezan Bank Limited



(01/01/09 to 20/10/2010)
Team Leader Customer Care Unit                                                                     
Purpose of Position
To monitor the performance of CCU and to make sure that efficient, accurate and timely resolution of the complaints is given to customers. Also, to suggest ways to improve the service delivery channels so that the problem incidents ratio is decreased which will directly impact the customer satisfaction index. 

Responsibilities
· Ensuring the  smooth functioning of the department

· Quality resolution provided to the customer by the department

· Timely resolution provided to the customer by the department.

· Retrieving the MIS reports for the monthly performance of the department

· Retrieving the MIS reports for the number of complaints falling under various complaint types

· Conducting a monthly evaluation of the Customer Care officer’s performances and suggesting areas of improvement.

· Play an active role in the system re engineering process.

· Ensure superior level of customer service is given at all times.

· Ensure the implementation of process flow, escalation matrix and within TAT closure.

· Responsible to coordinate with the focus group to rectify the issues highlighted by the customer care officers through the monthly root cause analysis exercise.

· To highlight complaints to the relevant departments and ensuring it’s timely resolution following the process flow and escalation matrix.

· Suggesting ways to the service quality department to improve the service

                      Delivery channels                

Meezan Bank Limited
   

 
 (20/10/07to 31/12/2008)

Customer Care Unit
Customer Care Officer
Role:

· To act as a solution provider for the external customers by exhibiting excellent customer services. 

· To identify the shortcomings in service delivery processes and formulate strategies to improve the standards.

· Provide a timely solution to the complaints received from Banking Mohtasib and State Bank.

· Conduct a root cause analysis of the complaints being frequently received.

In addition to the above, have also conducted several training sessions related to service quality and customer services.
Union Bank Limited

Problem Resolution Unit 
Problem Resolution Officer

                          (01/01/06 to 20/10/07)
Role:

· Address every customer complaint received through formal/informal way, identifying and eliminating any shortcomings by recommending corrective action.

· Conduct root cause analysis to plug in process gaps and recommending areas of improvement to the Service Quality Group.

· Ensuring complete customer satisfaction

· Monitor areas where frequent complaints crop up

· Standardize the Turn-around-Time and diligently resolve customer complaints        within the specified time
Problem Resolution Unit
                                                               (28/12/2004 to 31/12/05)

Administrator

Role:
· Updating the management about the customer’s complaints through daily MIS report.

· Receiving customers complaint through letters and fax and involving with the concerned departments for the resolutions

· Responsible for each and every administrative work within the department and to resolve them.
.
Education:

Master in Business Administration (MBA)


               (2006-2007)

Federal Urdu University of Science Arts & Technology

Karachi

Bachelor of Commerce (B.COM)      




   (2005-2006)

University of Karachi 

Computer Proficiency:

Microsoft Office, Windows & Lotus 6.5

Training

· Training attended of Communication Skills.

· Islamic Banking Training in the orientation of Meezan Bank.

· Customer Care Workshop.

Certificates:

· Islamic Banking Certificate Course from National Institute of Banking & Finance.

References 

To be provided upon request
Personal Information.

Nationality


Pakistani

Visa Status


Visit Visa, 
Date Of Birth


23 October 1980

Marital status


 Married
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