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                   DIJU 
           Operations, customer service, sales & retention management 







  E-mail: diju.370021@2freemail.com 
Career Statement
My objective is to associate with a company where I can utilize my 10 years customer service, operations, sales & retention management skills and gain further experience while enhancing the company’s productivity and reputation.
Career and achievements to date
DUBAI FIRST (subsidiary of First Abu Dhabi Bank): January 2015 – March 2017
Designation:  Customer relationship officer (Sales & Customer service) 
· Market bank’s products, promoting bank services that may meet customers’ needs.
· Develop and implement sales plan, research accounts, identify key players and generate interest.

· Assisting customers to complete the banking supporting documentation.
· Resolve customer queries within in the stipulated turnaround time.  
· Explain to the customers about different types of products that are available and terms & conditions.

· Manage the day to day e-mails and calls as per defined processes and ensure compliance.
· Document all customer inquiries, complaints and make proper follow up to resolve the issue.

· Awareness of all the policies and compliance parameters as defined from time to time.

· Provide effective customer service to achieve a higher percentage of customer satisfaction and retention.

· Maintaining accurate records of customer details and promptly handling customer complaints.
RAK BANK:  March 2014 – Dec 2014
Designation:  Customer relationship officer (Sales & Customer service)
· Explain trade facilities products to customers and assists them in selecting those best suited to their needs.

· Organize workflow to meet customer time frames.

·  Direct requests and unresolved issues to the designated resource.

·  Ensure excellent service standards and maintain high customer satisfaction.

·  Provide feedback on the efficiency of the customer service process.

· Develops clear and effective written proposals/quotations for current and prospective customers.

·  Achieving the individual sales targets ensuring the compliance with bank's policies.

·  Makes telephone calls and in-person visits and presentations to existing and prospective customers

·  Develops clear and effective written proposals/quotations for current and prospective customers.

· Offering financial Products include Supplier Payments, Bank Guarantees, LC, TR, Warehouse financing, Commercial Loans, Cheque Discounting, Invoice discounting.

·  Engage in credit appraisal of small and medium enterprise (SME) for term loan and working capital requirement, ensuring all regulations and compliance requirements are met
HDFC BANK:  March 2011 – Dec 2013
Designation:  Assistant Manager (operations & Customer service)
Responsibilities:
· Answer day to day emails phone calls both externally and internally.

· Acts as the subject matter expert for staff questions and escalated issues

· Proactively assess client needs, resolving inquiries, providing information and performing a variety of transactions. 

· Maintains and updates customer information as necessary

· Calmly attempts to resolve and de-escalate any issues

· Contribute to department service quality goal achievement

· Operational support for various departments within the Bank Card Operations area.

· Responsible for processing of credit card maintenance.

· Issuing and reissuing cards, answering inquires, researching clients statements.

· Responsible for responding to and resolving member, branch & call center inquiries regarding the members’ credit card accounts.

· Responsible for top end clients in co-ordination with Preferred Relationship Managers.

· Responsible for processing all collection requests, blocking cards, applying payments on hold, waiving late fees and monthly Charge offs. 

· Assists with deceased accounts, scanning, and research for subpoena requests.

· Perform service calls to ensure all concerns and complaints are addressed and resolved.

· Responsible for processing monthly reports, Credit Balance Refunds, the Re-Issue report, Deleted Accounts.

· Perform other credit card or administrative duties as assigned by the Operations Manager.

· Researches, evaluates, and recommends new procedures for the efficient and effective operation of the credit card program.

· Provides friendly, professional, prompt, efficient, and accurate service in the processing of all transactions for external and internal members.

· Resetting passwords for branch and department staff and providing on-the-spot training in response to inquiries through phone and email.

· Responsible for daily productivity, team building motivation in terms of service quality culture.

· Demonstrate the ability to multi-task and shift full focus to a different task in an instant.
· Performs other duties as assigned.
TATA CONSULTANCY SERVICES: Oct 2008 – Feb 11
Designation: Operations Executive (Citibank office operations)
Responsibilities

· Back-office operational processes, processing data on behalf of Citibank.
· Manage account opening & maintenance for Citibank corporate and financial institution customers in North America region.
· Provide various electronic banking access to the Citibank corporate and Financial Institution customers in North America region.
· Managing the workflow queue processing in Americas Hub systems (E-commit) and for the processing of Global Cross Border Electronic request for 24 countries.

· Make sure that all request processed within standard turn-around timings as per the Service Level Agreement.
· Maintained “NIL” external error in the unit with internal quality checks.

· Addressing outlook queries and service requests in large volume and ensured first time resolution.

· Identify and escalate priority issues, follow up customer calls where necessary.

· Co-coordinating with Citibank branches through outlook in UAE, UK, US and Asia pacific for approvals. 

· Relationship management with branch managers and point of contacts at different countries.

· Preparing daily production and operational reports (MIS)
RELIANCE TELECOM:  Jan 2006 – Sep 2008
Designation:  Customer Retention Officer (Inbound & Outbound calls)
Roles & Responsibilities: 
· Answer incoming calls from customers, handle complaints, troubleshoot problems and provide information.
· Document all customer inquiries, complaints and make proper follow up to resolve the issue.

· Use the appropriate way to deal with different behavior and types of customers on telephone.

· Use skills and etiquette to satisfy the customer and build a positive rapport over the phone.

· Document all call information according to standard operating procedures.

· Maintain excellent knowledge of products and services in order to understand customer needs.

· Identify opportunities to turn dissatisfied customers into happy customers.

· Minimizing customer attrition through retention calls and suggested suitable plans for customers.

· Respond to incoming requests for cancellation of services and persuade customers to retain with us. 

· Identified customer category and prepared tailor made plans for retention.

Technical Skills:
· Adaptability 
· Team Work 
· Self Motivated

· Email & telephone Etiquette.
· Knowledge in excel, word, outlook.

· Interpersonal effectiveness
· Computer/technical literacy

· Strong work values.
· Like to learn new things, process, skills. 

· Diversity, like to work in a diversified environment.
· Personal Attributes

· CRM, EDRS,TALISMA,DMS,CBCI,FINACLE,E-COMMIT,CLARIFY

Education

· Bachelor of Commerce
           University  of Calicut,2005

Personal Details

· Nationality

 Indian

· D.O.B

               02-July-1984

· Marital Status
               Married
· Languages

English, Hindi, Malayalam, Tamil 
· Visa Status                        Employment Visa
I hereby declare that the information given above is true and correct to the best of my knowledge and belief.
Place:
Dubai                                                         



                   (DIJU)
PAGE  
Professional Qualification of Mr. Diju 

