Girija                                              Girija.84602@2freemail.com 

                            
Seeking assignments in Securities Services with a multi national organization of repute.

SYNOPSIS

· An incisive professional with over 8 years of experience in cross-functional areas including banking operations, securities services, customer service. Previous assignment was with Deutsche Bank AG, Frankfurt /Luxembourg as Process Leader Global Markets-DSL. Pursuing CFA (Chartered Financial Analyst) Level-I.

· Have expertise in development and implementation of Key Performance Indicators, business process migration, business process re-engineering and improvement.

Exemplary relationship management, multi-lingual (German, English, Hindi) communication skills with the ability to netw8yrs

Banking – 5yrs

Cs – 20K+ benefits

Es – neg.

Cl – dubai

Only dubai
· ork with process members, counterparties and clients with ease.
AREAS OF EXPERTISE

· Business operations: Understanding technical/information needs of various banking operation processes. 

· Project Management (Six Sigma): Conceptualising, planning, implementing, monitoring & mitigating risks.

· Compliance & Audit: Ensuring compliance with internal procedures and external regulatory requirements and adopting strategies to ensure audit controls
· Management Information (MI) / Statistics: Using statistical analysis methods for Transaction Processing Risk (TPR) reporting; preparing reports / presentations & making the findings actionable. 

· Front Ending & Networking: Involved in assisting business development, client servicing and networking

· Team Management: Monitoring, mentoring, coaching & motivating the team to perform as per the business plans & targets.

PROFESSIONAL EXPERIENCE
HSBC Bank Middle East, Dubai.



                             Location: Dubai (DIFC)
Business Improvement and Projects Manager (HSBC Securities Services-Global Banking & Markets)

Reporting to Senior Securities Manager                                                                      Apr 2006 – Till Date

Responsibilities included:
 
· Plan and manage all relevant project work as agreed with Business Unit Head.
· Adopt new audit standards and ensure 

· No repeat audit findings

· No high risk findings
· Ensure desk instruction manual & procedure manuals are reviewed quarterly. 
· Ensure compliance with HSS Functional Instructional Manual (FIM) and relevant Group.

· Team to be fully aware of local regulations demonstrated by NIL internal or external complaints due to lack of knowledge or wrong knowledge of local regulations.

· Keep a log of all financial claims.

· Monitor and review operational controls to ensure compliance with internal procedures and external regulatory requirements.
· Ensure KYC for all new & existing clients.

· To do presentation for senior management /clients on settlement trend analysis/ STP rate/AUC etc
· To understand, follow and demonstrate compliance with all relevant internal and external rules, regulations and procedures that apply to the conduct of the business, specifically Internal Controls and any Compliance policy including, inter alia, the Group Compliance policy.  
· Keep up to date with new market practice & procedures (DFM / ADSM/ DIFX).

· Other Responsibilities:

· Monitoring and supervising closely Settlements Process, Corporate Actions process, Account Opening process & Client Services team.

· Ensure a general knowledge of BCP exists within the team.
Achievements
· Successfully attended Six Sigma Green Belt Training conducted by HSBC.

· Bestowed with “Shukran award -2008” for successful completion of client queries management .
PREVIOUS EXPERIENCE

Deutsche Bank AG. (DSL Soft)                         Location: Germany , Luxembourg , India (Bangalore)
Team Leader- FX/MM Operations-Corporate and Investment Banking  
              Apr 2004-May 2006
Responsible for a team of 15 Customer Service Associates & 4 Senior Customer Service Associates.
Responsibilities included:

· Conceptualized and Established the Foreign Exchange and Money Market SWIFT confirmation process of Deutsche Bank Frankfurt & Luxembourg locations to India (Bangalore).
· Responsible for confirmation, controlling settlement instructions, reconciling trade confirmation, resolving deal discrepancies, identifying unmatched/unsettled trades, processing spots & forward trades, swap deals, fixed income products and clearing unmatched deals using TRAM, Kondor+, AS400 & Reuters.
· Liaising with Middle Office / Counterparties for the missing trade confirmations.
· Maintaining daily SLA’s, Audit Standards ensuring that banking operations meets all the specifications as per quality certifications including BS 7799.
· Daily reporting of the process errors, ensuring implementation of appropriate risk controlling factors.
· Day-to-day coordination and liaison with the Middle offices & the Front offices.
· Responsible for recruiting, training, and performance appraisal of the Customer Service Associates.
· Responsible for designing and updating Desk Top Procedures.
· Maximizing profitability by ensuring that operations are always carried out with maximum efficiency, security and control.
Achievements
· Spearheaded and successfully managed the business process outsourcing project for migrating the SWIFT Confirmation matching process from Germany & Luxembourg to India. Stationed in Germany/ Luxembourg for six months. Bestowed with the “Star Performer Award-2004” for exemplary performance by the Deutsche Bank (DSL).
Fidelity Technologies India Pvt. Ltd (A subsidiary of Fidelity Investments, UK).              Location: India
Junior Team Leader– Offshore Dealing Division
Responsible for a team of 9 Dealers & 1 deputy Team Leader.                                 Apr 2003 – Mar 2004

Responsibilities included:
· Ensuring accuracy in the new client application process;

· Placing the European clients’ deals into different Fidelity funds;

· Coaching and providing continuous feedback to the customer service executives.

· Regular reporting of process error and implementing measures to minimize process errors.

· Ensuring regular contact and problem solving with UK and other European offices.

· Processing transactions with in the currency cut-off time.
Achievements
· Successfully managed the business process outsourcing project for migrating the new client application process from London, Germany & Luxembourg Locations to India. Recognized as junior team leader within the span of six months in the organization.
Whirlpool of India Ltd. (BPO arm)





                  Location: India

Customer Service Supervisor                                                                                    Jun 1999 – Mar 2003

Joined as a customer service associate, within 6 months promoted as executive and held positions of increasing responsibility including handling various projects management, and promoted as supervisor. 

Responsible for a team of 7 Customer Service Executives.

Responsibilities included:
· Developing Key Performance Indicators (KPI’s) for the division and measured the performance periodically:

· Reduced abandon rate from 20% to 3%

· Improved productivity from 55% to 87%

· Acted as an interface between the customers and the company, proactively drove the feedback mechanism with the customers, handled all customer grievances and inquiries;

· Tracked service centre performance on a monthly basis to generate management reports.

· Controlling average handle times, increasing service levels, higher first-call resolution and increasing customer satisfaction rates.

· Adapt in real time monitoring and enforcing policies and procedures.

· Recruitment, Training & Development of customer service executives.
· Implemented employee recognition program measurably improving staff morale.
Achievements
· Twice recognized as "Employee of the Year" for dedicated customer service at Whirlpool.
· Received appreciation letters from the clients for the excellent customer service. 

TRAINING/PROJECTS
· Certificate of Acumen Module on successful completion of Money Laundering exam with a score of 100% by HSBC Bank Middle East, Dubai
· Attended SWIFT Training conducted by Deutsche Bank AG.

· Attended quality certification training BS7799 conducted by HCL Technologies.

· BSI – British Standard Institution Management System. Hired as credit controller to collect debts.
· Attended Fund Management Training conducted by the Fidelity Investments.
· HCL Technologies. Consulting Assignment to recruit and train customer service associates regarding know how of treasury operations prior to the deputation to offshore location.

· Oil & Natural Gas Corporation (ONGC), India. Project - “Motivational pattern of Personnel & Administration employees”.

ACADEMIA

· Pursuing Chartered Financial Analyst (CFA – I).




      Dec2006-Till Date

· Diploma in Business Management from Narsee Monjee Institute of Management Studies, Mumbai,    India (Ranked among top 10 MBA schools in India).

                                                                                          
Percentile: 85 









   2000-2001
· Bachelor of Business Administration (BBA) from Unique Institute of Management, India.             
     Percentile: 88.8









   1996-1999   
      Achievements

· Ranked among top 3 during BBA.
· All Round Excellence Award during Graduation.
· MittelStufe (M2), Zertifikat Deutsch fiir den Beruf (Certificate of German Business Language) – ZDfB    from Goethe Institute, New Delhi, India. 
                                                            2002-2003                                                                          
· Grundstufe (G3), Zertifikat Deutsch – ZD from Goethe Institute, New Delhi, India.                2001-2002

      Achievements

· Merit scholarship from Goethe Institute for German language course.

COMPUTER/TECHNICAL COMPETENCIES

· Customized process applications TRAM, BORIS, SWIFT Alliance, DB Trader, GHSS and Kondor Plus.

· Good knowledge in XTRAC, AS400, CARE, AMADEUS, CITRIX, Sun System, Hexagon & Bloomberg.

· Windows 98/2000/NT, MS Office, MS Access, MS Outlook, Crystal Reports, Lotus Notes.
INTEREST & ACTIVITIES

· Travelling, Forest camping, Swimming, Basket Ball and Volley Ball.

· Reading fiction and self-improvement books.

PERSONAL DETAILS
Date of Birth: April 21, 1979       Visa Status: Residence 
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