SARITA

SARITA.138917@2freemail.com  


CUSTOMER SERVICE PROFESSIONAL
· Dynamic Management professional with wide experience of 6 years in Client Servicing, Customer Support, Operations, Process Management, Manpower Management, Team Planning and Management, Quality Check 
· Brilliance in managing the entire gamut of Banking Operations covering Back-office Operations, Clearing of Cheques, Account Opening, Direct Debits, Cash Management, Credit & Loan Administration, Account Maintenance, Registering Power of Attorney, Setting up Bill Payments and dealing with Deceased Customers Accounts
· Garnered invaluable insights along with proven abilities in accelerating growth and generating customer loyalty levels along with the management of process verticals, implementation of process improvements & quality initiatives for desired performance levels. Expertise in addressing operational issues, resolving performance bottlenecks
· Proactive and customer focused professional with demonstrated skills in streamlining customer services function by designing innovative systems and processes to generate high value propositions for the customers. Penchant for excellence and resolved to settle escalated issues within minimum turnaround time.
· Expertise at resolving customer queries and complaints, targeting customer care, satisfaction and retention; Consummate professional with excellent planning, execution, monitoring and resource balancing skills, attention to detail as well as the ability to build and lead effective teams.
HIGHLIGHTS:
· Successfully assisted team leader on all managerial aspects during his absence and whenever needed support

· Cross trained on the maximum number of queues within first direct (the pioneers in virtual Banking in UK)

· Distinction of achieving error free record for a span of 3 months for the team and self while deputizing for my Line Manager in October 2006 in drafting Non-Standard Letters

· Accredited as a Trainer in First Direct – September 2007 and received numerous customers compliments
· Service Excellence Champion for receiving a compliment from the Business Area – December 2009
· Consistently maintained error feedback tracker for the all the queues for the all the trainees

· Created EMS replies templates for the ease of new Trainees and ensured Performance Level Agreement’s and Service Level Agreements are met 

· Top 3 ranks on the stack on Performance Level Matrix Index – Past 3 Years 
· Focused on 100% quality and achieved 99.99% - 2010 and 100% for the current year 2011 till date.

· Successfully rated 2 for the years 2007 and 2011



PROFESSIONAL EXPERIENCE

HSBC (GLOBAL RESOURCING CENTRE, VIZAG) since January 2006

Customer Service Representative - First Direct, Virtual Banking (since Jun 2006)
Customer Service Representative - JPIN Cards (Jan 2006 – May 2006)
Key Responsibilities:
· Meticulously handling end to end high voice process and streamlining operations to ensure uniform and standard operations at HSBC branches being First Direct – A Virtual Bank.

· Handle the entire gamut of activities related to customer calls regarding cash collection, queries on Charges on Customers Accounts, Transactions made via the Cheques & Online Payments, Individual Savings Accounts (ISA’s) Account Closure Queries, Statement Queries, Cheque Book Queries.

· Directing work activities to the team, motivated and provided training to achieve individual and team goals.

· Ensuring customer satisfaction by addressing both long term and short term demands and needs. Assure timely service delivery to the clients within the stipulated period while maintaining smooth operations

· Providing an effective and inspirational leadership to team members through regular training, motivation and performance appraisals in order to achieve established targets
· Complying with standard operating procedures and instructions and occupying key position in steering end to end operations of processes and timely delivery as per desired TAT

· Managing the entire gamut of Banking Operations covering Back-office Operations, Clearing of Cheques, Account Opening, Direct Debits, Cash Management, Credit & Loan Administration, Account Maintenance, Registering Power of Attorney, Setting up Bill Payments and dealing with Deceased Customers Accounts

· Acting as a vital connecting link between the management & the team for dispersal of information. Distinguishing key areas of obstructions and evolving immediate and long term resolutions

· Planning the process effectively with overall responsibility for maintaining various process metrics and strictly adhering to the compliance procedures at all times

· Able to establish a team-spirited environment through a positive and proactive leadership style thereby, increasing job performance

· Handling the escalations & high priority customer request & complaints of the team in co-ordination with other departments to ensure 100% complaint closure with 100% delight.

· Overseeing the performance & results as per the quality parameters. Define and set goals for the team, prepare plan of actions to achieve defined goals.

· Observing, analyzing & suggesting correct solutions to customers which will be beneficial both for the customer & the Company. 

LABICHE ALTA MODA, ABU DHABI




Jun 2003 - Sep 2003

Accountant

SUVARNA SHIPPING SERVICES, VISAKHAPATNAM, INDIA

1997 - 1999
Accountant

CHIPCOM TECHNOLOGIES & C-DISC MULTIMEDIA CENTRE, 
VISAKHAPATNAM, INDIA





1995 - 1997

Front Office and Assistant Accountant

COASTAL TIMBER DEPOT, NBM LAW COLLEGE, INDIA



1992 - 1995

Article ship



EDUCATIONAL CREDENTIALS

Bachelor's Degree in Commerce; 1989

Andhra University, India

Articled Student of Chartered; 1995  






       

Accountancy India

Technical Skills;

Tally 6.3 Accounting Software, Financial Auditing, MS Office, Windows, Internet Applications & Type Writing Higher Grade



PERSONAL DOSSIER

Date of Birth: 27th August, 1970
Languages Known: Hindi, English, Urdu and Telugu

References: Available on Request 

