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Objectives

Enthusiastic and 15  years experienced retail banking professional in two of the largest banks in the middle east, looking for a challenging and creative managerial, executive level opportunity, that utilizes both my work experience and educational qualifications.
Professional Summary

Effectively leading & managing a team of Branch Managers & Customer Service and Relationship executives towards achieving financial and non-financial targets assigned, maintaining service level standards & agreements, ensuring adequate compliance to guidelines and procedures & managing internal and external customer expectations.
Education
Baker College (1997-2000) : (Michigan University - USA)
Bachelor of Business Administration

Major: Marketing
Profile

· Experience and knowledge of all Branch related activities, including operations.
· Strong knowledge of all the Banking products and policies.

· Strong business background with exceptional presentation skills 

· Highly organized, accompanied with superior communication and leadership skills 

· Total Experience: 15-16 years

Career history

	Sep 2014- Current
	Head of Business Development
	Arablink Exchange- Subsidiary of ADIB

	Feb 2013 – Sep 2014   
Jan 2010 – June 2012                                    
	Product Manager
Customer Relationship Manager 
	Al Fardan Exchange 
Abu Dhabi Commercial Bank

	Jan 2008 – Dec 2009
	Privilege Customer Rel. Officer 
	Abu Dhabi Commercial Bank

	Jul 2005  – Dec 2007
	Customer Relationship Officer
	Abu Dhabi Commercial Bank

	Sep 2004 –  Jul 2005             
	Personal Banker      
	Citibank                                                                                                        

	Mar 2004 –  Aug 2004              
	Customer service Officer       
	Citibank   (Citigold)                                                                                                     

	Jan 2001 –  Feb 2004             
	Telesales Executive
	Citibank    (Arcadia)                                                                                                    


 Work experience

Head of Business Development

Arablink Exchange- Subsidiary of ADIB - UAE

Sep 2014 – Current

Job Reporting – C.E.O.

Job relation (internal): All branches / departments CEO & Management Team
Job relation (External): Clients, Correspondents, Vendors & third parties

Key Responsibilities:

· Heading Branches & Sales team (For Sales & Business Development)

· Developing strong sales pipeline
· Enhance Customer loyalty
· Responsible for overall revenue generation
· Strategic Business Development Planning
· Retail & Corporate Sales Planning

· Adding New products & Services

· Maintaining existing correspondent relationship
· Managing the daily rate approvals
· Managing Marketing Activities
· Sales of WPS Product (Paylink card)
· Training staff
· To develop staff recognition plans & activities
Product Manager

Al Fardan Exchange - UAE

Feb 2013 – September 2014
Job relation (internal): All branches / departments CEO & Regional Management

Job relation (External): Customer, Clients & third parties

Key Responsibilities:

Products:
· New product development and it’s execution. 
· To enhance existing product quality, branding & product segmentation

· Work with external third parties to assess integration and licensing opportunities

· To analyze potential partner relationships for the products.

· To contribute towards product segmentation and branding

· Responsible to run mock-up program with early stage products & samples.

· To specify market requirements for current & future products by conducting market research supported by visits to customer/clients/ third parties.
· To act as point of first reference for all product related enquiries & work collaboratively with colleagues to address any issue that may arise.
Business Development:

· To enhance remittance transactions for specific Corridors like Pakistan, Sri Lanka, Nepal, Bangladesh, Nepal and other corridors

· To enhance sales for all third party and in house products

· Responsible for reviewing product data to ensure that the sales and marketing team is kept up to date on new developments regarding the companies or competitors products

· To develop staff recognition plans and activities

Sales & Service:

· To promote cross selling at branches

· To define and develop incentive Scheme for different products

· Develop & Implement a companywide go-to-market plan, working with all departments.

· To enhance the customer experience & customer service in the branches

Trainings:
· Products existing & New

· Cross sell

· Customer Service

· Incentive Scheme

· Others

Customer Relationship Manager  
ADCB – UAE

Jan 2010 – June 2012
Reported directly by:  Customer Service Officer, Senior Customer Relationship Officer  & Customer Relationship Officer

Key Responsibilities:
· Leadership & People Management:  Lead motivate and build a dynamic team. Provide overall guidelines and assistance to team. Build team awareness of Bank knowledge, Bank’s services and Bank products. Provide on the job training to staff in day to day activities. Conduct quarterly performance evaluation and identify areas of development and training requirements. Encourage, recognize and reward high performers. 

· Sales Target Achievement: Distribute sales target allocation among staff and provide support and guidance to achieve them. Tracking and monitoring of daily sales activities of team.

· Internal & External Customer Satisfaction: Educate staff on superior service recovery and assist in resolving internal/external customer issues. Continuously monitor and assess the efficiency of the team performance in regards to internal/external customer expectation, service levels, waiting time, service turn around, information exchange and documentation. Ensure adherence to deadlines and reporting. 

· Audit & Compliance: Build compliance awareness amongst team. Ensure that Bank policies, procedures and guidelines are consistently & strictly followed. Review and take action on points and recommendations highlighted in Audit reports, branch Control Report and Error Log. Ensure all security item registers are properly maintained, balanced and updated and documents are in order.

· Branch Facilities Management: Implement clean desk policy. Staff appearance and overall presentation is maintained to the highest level. Ensure availability of all marketing materials as well as timely display of promotional marketing. Ensure proper display of public notes, rate boards, tariff of charges
Achievements:
· Awarded Best performing Branch for 2010 & 2011 
· Achieved all 5 products branch target in 2011
· Awarded certificates and trophies for Best CRM at several occasions.
· Won trophies for Best Performing Branch for investments, cards, loans, and Islamic products contests.
· Successfully developed and promoted staff.
· Enhanced branch service standards from 60% to 85% as per CSS results.
Abu Dhabi Commercial Bank :  

Privilege Customer Relationship Officer: 

2007-2010 (Privilege Banking)

Achieved assigned sales target month on month and contributed to the overall achievement of the team. Increased bank’s portfolio by bringing NTB Privilege accounts .Maximized on cross sell for growth of existing customer base and identified new potential selling opportunities. Referred potential customers for investments to the assigned investment RMs. Ensure that all service levels and agreements were being met consistently without fail. Made outdoor visits to clients when required. Awarded top performer for several contests.
Abu Dhabi Commercial Bank:

Customer Relationship Officer

2005 – 2007 (Retail Banking)

Performed all sales related activities for existing and potential customers to achieve and exceed the assigned targets.  Cross selling of all bank products and services, handling customer enquiries and delivering excellent service through communication and team work. Follow up selling/cross selling lead referrals. Proactively participated in Bank products, campaigns and promotion. Awarded many certificates of top performer.
Citibank : 

Personal Banker:

2004-2005

Achieved assigned target for liabilities and investments in terms of AUM and Revenue. Serviced all walk in clients and assisted them with their queries and complaints. Cross sold banks products.  Coordinated with other departments for offering one stop shop for all of customer’s banking needs.   

CitiBank : 

Customer Service Officer 

(Citigold) 2004
Offered high level of service to HNW clients by handling all their queries, issuance of cheque book, debit cards, TT.s  and all other service requirements. Referred potential clients for cross selling to the respective RM. Worked closely with the RMs for sales and service purpose.

Citibank : 

Telesales Executive:
Investment Banking – 2001 -2003

Made calls to existing and new Citibank clients for investment purpose. Provide basic details for investment and banc assurance products offered by the bank and referred potential customers to investment RMs.  Attended incoming calls from customers and updated them on their NAV and assist them with other investment related queries. Promoted to Personal Banker.
Special Skills:

Strong Leadership & Team Building skills

Strong selling and Negotiation Skills

Strong Time Management & Organizational Skills

Logical Analytical Thinking & Problem Resolution Skills
Languages  

English – Excellent Spoken and Written
Urdu - Excellent Spoken and Written

Arabic – Basic 

