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<Surbhi Shrivastava>

<DBM>

<ICICI Bank>

<City Centre >

<Gwalior, MP>


I am submitting to express my keen interest in the position vacant in your company. 

Review of my credentials will indicate that I am a qualified and high performing individual with excellent professional and technical skills achieved via rich cross-functional exposure across the industry. I am an innovative thinker, able to apply analysis and creativity in problem solving. I am a highly personable, self-motivated and diligent individual with flexibility to adapt to new situations. 

As Deputy Branch Manager of Branch, I am technically competent in Team Handling, Customer Support Operations/Back Office Operations.

· My core competencies include Branch Operations, Lobby Management, NRI Customer Handling, Teller Management, Vault Operations, Team Handling, Customer Support, Fund management, Relationship Management, Document due diligence, KYC documents, timely report such as client due report, new agreement report, Bank tie ups for loan approvals, client coordination, Bank coordination. Lead source analysis lead cross sell, customer grievance support, tech-CRM support and various sales activities time to time. 
· Driven by high energy levels and professional competence I am confident of making a visible contribution to the company’s growth and profitability objectives Compiled & checked daily Banking Products as per KYC guidelines and preparing daily / monthly MIS reports pertaining to Personal Loans, Credit Cards, Life Insurance, CASA.

· Looked after the timely preparation & forwarding of SM parameter, KYC check & Red alert reports to HO.

· Identified prospective clients, generated business from existing clientele. Mapped client’s requirements & provided them best products / solutions. Ensured minimum turnaround time for resolving customer complaints and maintained high customer satisfaction levels.

· Identified causes for dissatisfaction among customers & taken steps to overcome the same. Built & maintained healthy relations with clients. Ensured maximum customer satisfaction for referral business and program.

· Managed business development activities & accountable for profitability & increased growth.

· Ensured that all the red alerts are being closed 
A tour through my enclosed resume shall take you through the details and I am confident, in my credentials you would find a perfect fit for the said job. Thanks for sparing your time.

Thanking you in anticipation, for an opportunity to be a vital part of your organization.

Yours sincerely,

Surbhi Shrivastava
SURBHI SHRIVASTAVA
(: +91-9981122336; (: surbhix66@gmail.com

(: #45,Satya Dev Nagar, Gandhi Road Gwalior(M.P.)474001.

Deputy Manager
Seeking a position to utilize my skills and abilities in an Industry that offers professional growth while being resourceful

PROFILE

· Adroit, diligent & detail oriented professional with more than 6.5 years of experience; with extensive knowledge in Banking and Real Estate, Customer Support, Document due diligence, KYC documents, timely report such as client due report, new agreement report, Bank tie ups for loan approvals, client coordination, Lead source analysis, lead cross sell, customer grievance support, tech-CRM support and various sales activities time to time, New initiatives and Setups, Team Management, Banking Operations, Customer Support Operations/Back Office Operations, and Cash Management Currently spearheading as Sr. Customer Relationship Management with GR Group.
· Resourceful and competent to create win-win relationships with Clients and Customers coupled with proven 

· acumen in managing customer centric operations and ensuring customer satisfaction by achieving delivery and service quality norms.

· Expertise in managing bank operations and implementing strategies towards enhancing business volumes and growth while analyzing & assessing the revenue potential in new business opportunities; excellent planner with proven abilities in accelerating growth and generating customer loyalty levels.

· Ability to exercise tact, diplomacy & deal with people in the most effective manner using negotiation & persuasion skills to establish and maintain relationships.
· Compiled & checked daily Banking Products as per KYC guidelines and preparing daily / monthly MIS reports pertaining to Personal Loans, Credit Cards, Life Insurance, CASA.

· Looked after the timely preparation & forwarding of SM parameter, KYC check & Red alert reports to HO.

· Identified prospective clients, generated business from existing clientele. Mapped client’s requirements & provided them best products / solutions. Ensured minimum turnaround time for resolving customer complaints and maintained high customer satisfaction levels.

· Identified causes for dissatisfaction among customers & taken steps to overcome the same. Built & maintained healthy relations with clients. Ensured maximum customer satisfaction for referral business and program.

· Managed business development activities & accountable for profitability & increased growth.

· Ensured that all the red alerts are being closed 
Operational Expertise

Product Management, Sales Planning and Strategy, CRM system and Process, New initiatives and Setups, Business Development • Fund Management • Client/Customer Relationship Management • Relationship Management • Cross-functional Coordination





PROFESSIONAL EXPERIENCE
ICICI BANK
                                                                                                                                                                May ’18 – Jan’20
DBM    

· Handling Branch operations.

· Spearheading time for lobby management.
· Handling NRI Customers of Branch.

· Looking after legal compliances raised by Govt agencies time to time.

· Handling Vault operations as per SOP. 

· Compiled & checked daily Banking Products as per KYC guidelines and preparing daily / monthly MIS reports pertaining to Personal Loans, Credit Cards, Life Insurance, CASA.

· Looked after the timely preparation & forwarding of SM parameter, KYC check & Red alert reports to HO.

· Identified prospective clients, generated business from existing clientele. Mapped client’s requirements & provided them best products / solutions. Ensured minimum turnaround time for resolving customer complaints and maintained high customer satisfaction levels.

· Identified causes for dissatisfaction among customers & taken steps to overcome the same. Built & maintained healthy relations with clients. Ensured maximum customer satisfaction for referral business and program.

· Managed business development activities & accountable for profitability & increased growth.

· Ensured that all the red alerts are being closed 
HDFC BANK LTD                                                                                                                                                                June ’16 – April ’18
Asst. Manager    

· Handling a team elegantly and efficiently.

· Zero Attrition so far in my team. 

· Compiled & checked daily Banking Products as per KYC guide lines and preparing daily / monthly MIS reports pertaining to Personal Loans, Credit Cards, Life Insurance, CASA.

· Prepared & compiled various weekly / monthly MIS reports pertaining to process and productivity. Conducted audit of the calls; ensured that every a/c mapped will be contacted by the team.

· Looked after the timely preparation & forwarding of SM parameter, KYC check & Red alert reports to HO.

· Developed a team for insurance and sold insurance products to customers and dealt with equities and commodities.

· Identified prospective clients, generated business from existing clientele. Mapped client’s requirements & provided them best products / solutions. Ensured minimum turnaround time for resolving customer complaints and maintained high customer satisfaction levels.

· Identified causes for dissatisfaction among customers & taken steps to overcome the same. Built & maintained healthy relations with clients. Ensured maximum customer satisfaction for referral business and program.

· Managed business development activities & accountable for profitability & increased growth.

· Conducted meetings for setting up sales objectives and designing or streamlining processes to ensure smooth functioning of sales operations.

· Determined training needs & conducted programs to enhance efficiency in various business operations towards the accomplishment of overall corporate objectives

· Ensured that all the red alerts are being closed & the team members will be provided the end to end solution of the service issues to clients.

SGR Build tech Pvt. Ltd. Bangalore,

                                                                                                     Sep ‘14 – May ‘16
Sr. CRM Executive.
· Operational on CRM Software for optimizing revenue and business development.

· Compiled & checked Apartment applications as per KYC preparing daily / monthly MIS reports pertaining to Collection data.
· Harmonizing with CREDAI Association, related to property exhibition. Project Approval and Modifications, if any.
· Planning and Execution of promotional campaign and service management.

· CRM Software Validation and Updating. 

· Addressing customer grievances and queries time to time.

· Coordination local network through channel partners.

· Interacting NRI Customers for their queries.

· Identified causes for dissatisfaction among customers & taken steps to overcome the same. Built & maintained healthy relations with clients. Ensured maximum customer satisfaction for referral business and program.

· Resolving all queries escalated from the floor and resolving them within the Turnaround Time. 
· Conducting in depth study of domestic potential Clients to identify opportunities for Business.

· Managed complete Collection data to plan by understanding client needs, developing an appropriate proposal, negotiating the deal and managing operations related to closure of agreements of sale for real-estate,
· Analyzing channel partner’s goodwill and understanding improvement needed

· Tapping sales opportunities by participating property exhibitions

· Building long-lasting relationships with both existing and fresh customers increase sales volume.

· Motivated team members to achieve targets consistently.
Raja Housing Ltd.-Bangalore,
 
                                                                                                                    Feb ‘14 – Sep ‘14
CRM Executive.

· Responsible for financial management of projects.

· Managing day to day operations.

· Generating Daily CRM Report

· Operational on CRM Software for optimizing revenue and business development.

· CRM Software Validation and Updating. 

· Addressing customer grievances and queries time to time.

· Resolving all queries escalated from the floor and resolving them within the Turnaround Time. 

· Managed complete Collection data to plan by understanding client needs, developing an appropriate proposal, negotiating the deal and managing operations related to closure of agreements of sale for real-estate,
· Analyzing channel partner’s goodwill and understanding improvement needed

· Building long-lasting relationships with both existing and fresh customers increase sales volume.
Mayur Group- Bangalore,                                                                                                                                                  Jan ‘12 – Jan ‘14
Commercial Department-CRM Executive.
· Conducting Interviews for candidates, Coordination with the respective department and completion of their documentation.

· Managing customer relationship by ensuring total customer satisfaction.5

· Managing documentation process for new project approval from various banks for the sanction of home loan.

· Responsible for proper solution of customer's Post sales legal queries. Coordinating with various Banks for post sales collection and achieve the collection target.

· Coordinate customers' concern to the different departments such as technical, legal, financial.

· Preparing reports based on customer information related to various departments like financial, technical, banking, and legal.

· Coordinating with all departments for providing assured and timely service to the customers.
· Resolving all queries escalated from the floor and resolving them within the Turnaround Time. Preparing and maintaining an active resource allocation plan, including allocated for implementation projects.


ACADEMIA 

MBA – Human Resources, 2009-11.

Jiwaji University, Gwalior (MP)
Bachelor of Science in 2009.
Jiwaji University, Gwalior (MP)



Date of Birth: 15th July 1989
Language Known: English, Hindi.

Gender: Female.

Marital Status: Unmarried.

References: Available on request
Preferred location: Bengaluru, NCR
