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BAN KI N G  & FINAN CE  I C USTO M E R  C A R E PROFI LE
'Exploring  Lead ership opportunities i11Mid-Manageme11t ro l es with globa lly repu ted Ba11ki11g I Credit OperatiotiS
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I Other Operatio11 ssectors'
Diligent  and accomplished professional,  presenting 11.6 Years of multi-faceted exposure across Banking & Finance and
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Cus tomer Care domains....Track Record of Success in....
Retail Asset Operations I Centralizedloan Processing  I Customer  ca're 

E XECUT IVE  SY N OPSI S
·:·   Worked with Axis Bank Ltd. (Chennai,India) as a Manager.
•:•
Result-oriented professional,  offering a  vast  experience  in  Banking,  Finance,  and  Customer   Care  activities  across
Chennai, with par ticular focus of handling the Retail Loan Division, Credit, and Opera tions.
•:•   Characterized   as  an  honest,  self-motivated,  integrated,  energetic,  and   positive-minded  individual, with  superior leadership and communication etiquettes.
A CA  D EM  I C S
•:•   Master of Commerce I Madras University,The New College, Royapettah  I 2002
·:·    Bachelor of Commerce 1  Madras  University,The New College,Royapettah  I    2000
RE CENT  W O RK    EX  P E RI ENC E
· Manager:Axis Bank Ltd., Chennal, India: May 2007 to September 2014
Kev Deliverables:
Repor ting to the Assistant Vice President and super vising a Team of 15 Staff.
Managing the  Retail  Asset Credit  &  Operations,  along  with  varied  Products  including  Housing  Loan,Mortgage, ond
Personal & Gold Loans.
Credit:
Per for ming   Risk  Analysis   while   scrutinizing  Relevant   Documents   prior  to   Sanctioning I  Disbursing   ofLoans   to ensureCompliance with Organizational Credit Policies.
Monitoring Comprehensive Study o f the Creditworthiness during the Process of Sanctioning  Loans to Individual Clients across overall Primar y & Secondary Researches.
Ensuring Da ta  Veri fica tion & Field Investigation activities to obtain Accura te Information to assess the Creditwor thiness
of the Clients.
Undertaking diversified Initiatives with a view to sustain a High Level of Service Quality.
Overseeing Capacity Planning to sustain  Higher Turnaround Time and to strike  a Balance bet ween Quality & Quantity of
Business.
Imparting training, leadership, and monitoring over the Team Members' Per formance to ensure Efficiency & Attainment of Individual & Group Targets.
Performing the  Analysis on the Delinquency, Segments, and Non-Starters Collection Performance, along with actionable measures to Curtail Profiles hitting the Delir) quency Levels.
Operations:
Managing the Disbursement Team, with Validation of Legal Reports provided by the Lawyer (Mor tgage/HL}. Ensuring the Va lidation of Technical Reports provided by the Technical Agency (Mor tgage/HL}.
Scru tinizing various Documenta tions pertaining to Mortgage/HL as per the Bank's Policy.
........................_,                           ,.•.·.-·····..................... _,     ,-.................................··---·-·---··-·····..··········--.·...·-··-··----------.. ·----......._.._......              ,                ........................................_.,                                        .........--..·---·-·--·-··---------·-----·-··:
Managing the Post Disbursement Activities like Equity Mortgage Creation, POD Insertion into Docket, POD Updating in
System, Document Dispatch to Storage, and Retrieval of Documents from Storage. Providing Training to the Sales Team so as to sustain the Disbursement Quality.
Reconciling Open Credit  &  Debit  Entries, tracking  the  Registration  Activities  Team (Mortgage/HL), and Tracking & Reconciling POD (Mortgage/HL).
Tracking overall activities related to the File Boarding Unit to Central Office as per Standard Processes of the Bank.

Circulating MIS to overall Business Team and Branch Team,apart from handling various Audits like lAD,Concurrent Audit and RBI Audits.
Ensuring control over Measures & Processes, review of Plan Processes and Process Compliance.

Performing PDC Banking and Management,along with Reconciliation of Repayment Mode Deposition via Branch. Overseeing Valuator & Disbursement of Gold Loan as per Processes, while handling the entire Branch Operations. Managing Customer Care, Safe Custody of Valuables,Process Audits in Branch/Central Office.
Imparting support in Recruitment &Training of Team, apart from collecting overall Dues and sustaining Buckets.

Attaining overall Audit & Compliance orms of the Branch/Central Office.
Formulating processes to ensure Implementation of Policies to secure a Controlled Environment and Compliance with
Company·Policies & Statutory Regulations.

Customer Service:
Controlling the recording of Customer Complaints in the CRM and Resolution as per the SLA Norms. Conducting Swapping,Foreclosure and Cancellation of Loans.

Managing Customer Relationships, via escalated Customer Feedback/Complaints to various departments to ensure TAT

and Tracking of Customer Queries, Mails,Complaints and Requirements.
Major Accomplishments:
Awarded by the President-Retail for emerging as the Highest Business Generator Branch in 2014. Honored by the President-Retail for becoming the Best of the Best Operations Manager in 2013.

Felicitated by the President-Retail for Outstanding Performance in Retail Asset Contest at Singapore in 2012.

Rewarded by the President-Retail for Outstanding Performance in Retail Asset Contest at Thailand in 2011. Conferred upon with an award by the MD for being the Best Operations Manager in 2011.

EARLIER  WORK EXPERIENCE
Senior Officer:Scope International Pvt. Ltd. (Standard Chartered Finance Ltd.),Chennai, India: Nov 2003 to May 2007  
Key Deliverables:
- Reported to the Senior Manager and mentored a Team of 10 Associates in daily Personal Processing of loans.
Business MIS:
Handled MIS Activities on a PAN India basis, along with Preparation & Finalization on approvals from Head.

- Managed Cancellation of MIS, along with handling of Volume Projections based on Business MIS to reportto Unit Head.

- Monitored the Q-MIS [Quality with respect to SLA) and Discrepancy MIS.

Loan Disbursals:
Mentoring the Associates' Performance periodically  to ensuremaintenance of Work Standards and Attainment  of the
Performance Targets.

Allocating various Tasks to Associates, while ensuring Delivery of Allocated Work as per the Stipulated SLAs. Mediated with the local Operations Unit to harmonizethe Document Status and Discrepancy Resolution activities. Sustained interactions  with  Head, Disbursement, and ClPU on Discrepancies on loan  Processes for improvisation  of those processes.

Gathered approvals for Personal loans, Professional Credit, and SME based on Credit Files processed by Officers, to highlight possible Discrepancies to the Unit Manager.
Processed the Transactions with a High Level of Accuracy & Commitment so as to satisfy Customer Needs. Attended overall Customer Queries pertaining to loans.
Completed the Checklists as per requirements to ensure execution of overall activities as per the norms prescribed. Generated and circulated MIS as required within time and ensuring adequate accuracy.

Processed and undertook decisions as per Department Operating Instructions Manual within the Timeliness & Accuracy

Standards specified.
I
I 
:
t.................................................................. ........          .........................................................................._....................... ...-....................................-.......................................................................................................................................................................................................... .......-..-...................................................................................   .,..................
i
...
- Discharged responsibilities on a PAN India Operations basis thereby covering overall regions across India.
Major  Accomplishments:
- Awarded as the Outstanding Performer of the Year for 2006.
Customer Care Officer:RPG Cellular Service, Chennai, India: Mar 2003 to Oct 2003 ,·  ·..!;:.H:;: {;   ...:- r
Key Deliverables:
Reported to the Manager.
Solved various Online Queries of the Customers.
Activated the New Connections and Pre-Activa ted the Old Connections.
•:•   Computer Excellence
•:•   Technical Qualification
----
·=·     Date of Birth
·:·   Languages Known
·=·     Interests
·:·   Marital Status
·:·   Nationality
·:·   Location Preference

T ECHN ICAL  EX  P ERTISE
 
- ------- ----------- 

:Windows & MS Office Tools
:Typing (Junior Grade)
PERSONAL  D OSS IER
: 131   June,1980
: English, Hindi,Tamil, and Urdu
: Watching Cricket & Listening Music
:Married
:Indian
:Gulf
- References Available upon Request -
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