CURRICULUM VITAE

DEEPA 
Email   : deepa.176393@2freemail.com 
A skilled financial professional with 6 years of financial services industry experience and a total of 7.5 years of practical management experience.
profile
· Results-oriented Customer Service Manager with diverse background in management.

· Dedicated to providing excellent customer service and making operational and procedural improvements in a variety of roles with increasing levels of responsibility.
· Proficient experience in Sales- Personal Loans with a Multinational Company. 
 ACHIEVEMENTS
· Awarded with “You Made a Difference" rewards by CitiFinancial Consumer Finance India Ltd in month of February, 2010 and February, 2012.

· Titled as "Champion in Customer Service" at Reliance Communications for   the month December’2005

· Awarded as “Best Customer Service Executive”  at Reliance Communications for the month  August’2005

PROFESSIONAL EXPERIENCE
CITIFINANCIAL CONSUMER FINANCE INDIA LTD
Nasik, Maharashtra, India

Manager, Customer Service and Sales                                 Mar/2007 to Mar/2013
Worked with CitiFinancial Consumer Finance India Ltd, Nasik, India, a multinational financial services organization, part of Citi Group as a Manager (Customer Service & Sales) from March, 2007 up to March, 2013.
SERVICE: 

Worked as a Service Manager for a period of 4 years in the organization.

Technical: Complete functional knowledge of systems & complete login of customer queries & complaints. Training the service champions across the region on new service projects and standardized processes.

Managerial: Maintaining high service standards to ensure customer effectiveness and promote company standards. Minimizing the service complaints and handle the complaints received on priority with the desired turnaround time. Regularly updating service processes in order to handle the customer query effectively and to keep abreast to all changes related to policies, processes & systems. Ensuring customer retention through top-ups, cross selling and other retention policies. Adding to the revenues of the branch by cross selling and collection of charges.

Audit: Ensuring satisfactory audit rating for service & complying with standard processes. Adhering to company compliance and service policies. Prioritizing sensitive service issues with regular follow up for closure of complaints and ensuring customer satisfaction.

Interpersonal Skills: Maintaining good and healthy relationship with peers & various other internal departments. Maintaining decorum of the branch and achieving customer delight

SALES: 

Was moved into Sales transitory for 2 years

Unit Targets: Achieving targets for disbursal of personal loans with defined target of different ticket size. Also adding to the revenue of the branch by achieving targets in Debt Consolidation contests. Special contribution to high-ticket size cases. Ensuring cross sell conversions at desired rates and top-ups.

Channel Development: Innovating new ideas for generating greater number of loans & disbursals for the channel. Handling various channels like Walk-in, Telesales & Direct Sales Team & ensuring quality logins by the channels. Team Building and training to the direct sales executives for increasing volume of logins & disbursals adding to productivity of the branch.

Insurance Penetration: IRDA Certified. (Bharti Axa Life Insurance Co Ltd). Complete knowledge of insurance products including life, non-life and med claim. Added to the revenue of the branch by selling various health and life insurance products.
RELIANCE COMMUNICATIONS

Nasik, Maharashtra, India

Customer Service Executive and Administrative Backup   May/2005 to Mar/2007

Worked as a Customer Service Executive and Admin Backup with Reliance Communications, the No. 1 Wireless Telecom Service provider in the country with close to achieving the landmark of First Indian Private Telecom Operator to cross a subscriber base of 1 crore from May 2005 to Mar 2007.

Customer Care:

•Handling customer disputes and issues

•Creating an environment for creative outcome with maximum output in the form of 
  sales.                
•Rendering prompt services and enhancing the C-Sat Score of the company

Accounting & Administration: 

•Maintain Banking correspondence.

•Handling payments
ACADEMIC BACKGROUND
MASTERS IN COMMERCE - 2012                                                                                                                                                                 
Pune University, Nasik, Maharashtra

BACHELORS IN COMMERCE - 2005
Pune University, Nasik, Maharashtra                                                                                      
CERTIFICATIONS

Computer Basics from NIIT, Financial Accounting (Tally 6.3 certified)
ACADEMIC PROJECTS

Successfully completed a project on marketing department of JITENDRA MOTORS- MAHINDRA & MAHINDRA, NASIK, as a partial award fulfillment towards my B.Com degree, Pune University.
EXTRA CURRICULAR ACTIVITIES

An active member of Sawan Kirpal Ruhani Mission, a non-profit spiritual organization hosting different programs and seminars in schools, Commerce and Medical colleges, Corporate organizations  in Nasik on various topics including Stress Management, Leading a peaceful life through Meditation. Active participation in organizing Blood Donation and Eye Check up camps within the organization. Have undertaken various training programs including time management and public speaking under guidance of professionals.
PERSONAL DETAILS

Date of Birth
: 2nd December, 1984

Nationality         
: Indian

Visa Status          
: Husbands Visa 
Marital Status      
: Married
Languages Known
: English, Hindi, Marathi & Sindhi

Hobbies & Interest
: Public speaking, Reading, Surfing.

References          
: Available on request
Expected Salary     : AED 6000-8000

