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Abu Dhabi, UAE 

Email:   marlyn.379392@2freemail.com 
C/o-Mobile:  +971506425478
CAREER OBJECTIVE
To build a career growth in customer service centric businesses that can utilize the people management, team management, negotiation, customer focused, ,administrative and  marketing skills developed over twelve years and four months of work experience in a range of businesses, for mutual progress and  development.  
 EMPLOYMENT RECORD
Retention Officer


March 2008 - Present     
Abu Dhabi Commercial Bank (ITMAM)
Al  Nahyan Branch, Abu Dhabi, UAE

Duties and Responsibilities:
· Retaining the customers by resolving the issues effectively and efficiently as per the TAT .
· Requesting for the necessary actions to resolve the problems by interacting with the branch, Interaction Team, Call center and Card Center.
· Maintaining an excellent customer service to achieve customer loyalty. 

· Resolving customer queries and resolve complaints efficiently.

· Customer focus and taking ownership for delivering service excellence.

· Understanding the Operational risk factors and implications for own business area. 

· Updating Error Remedy  and Fraud Tracking Report 

· Team Player and working with others in coordination to achieve a high performance

· Evaluating the risk and cost implications of own actions.

· Maintaining Daily Basis and Monthly Tracking Retention Report.

· Analyzing and Preparing Reversal request for approval with validation to the Managers

· Liaising with colleagues and other departments on resolving retention cases on handling complaints and resolutions for the cases. 

· Providing information regarding the ADCB retail banking products.
·  To resolve complaints and answer customer queries.
· Handling Uncollected Cards, Activation and Cross selling of various ADCB Retail Products
· End to end handling on card delivery to card activation by liaising to the card center, Empost , Aramex   and external  customers.
· Maintaining Daily Basis and Monthly Tracking Sheet for Uncollected Cards Report.
· Promoting and selling retail products such as Balance Transfer, Credit Card Loan and Personal Payment Plan, Fixed Deposits and ADCB Islamic Banking Product to achieve team targets.

· Cross selling of  retail product such as Credit Shield, Secure Life, Fixed deposits, MDSA and EMSA 
· Maximize returns and minimize risk to enhance relationship for the bank.
· Training junior staff and delegating work as required.
CORE COMPETENCIES

· Proficient in multiple computer application (MS word, excel, outlook, powerpoint, database)

· Efficient completion of challenging projects within deadline.
· Providing an effective and efficient customer service 
EMPLOYMENT RECORD
Customer Service Representative


Aug 2005 – Aug 2007      
HSBC (ICT Marketing Mgt. Inc.)
                     

Manila, Philippines                                                                           
Duties and Responsibilities:

· Handling Credit Card Acquisition Inbound and  Outbound 
· Processing the customer’s credit card online application.

· Processing the Balance Transfer requested by the customers.
· Representative for the Inbound Call Calibration monitored by the Quality Analyst (U.S Based QA)

· Updating the customer new details and information.

· Cross selling of Account Protection Plus to the customers

· Meeting the individual target to achieve Credit Card Sales Team Target.

· Representative for the Outbound Call Calibration monitored by the Quality Analyst (U.S Based QA) 

· Remote Session Specialist as representative for the Call Rating Competition

Customer Service Representative/Quality   Analyst                     May 2004 - May 2005 Influent Philippines Inc.


                                                                                             
Manila,Philippines                                                                                    
                                                                                               
Duties and Responsibilities:

· Handling Credit Card Acquisition Inbound and Outbound 
· Promoting and selling credit cards to achieve the Sales Team Target 
· To achieve the sales Target of the following programs/partners such as Chase Manhattan Bank, Direct Merchants Bank, Bank of America, AOL, Discount and Shopping Program.
· Cross Selling Of Account Secure Plus Insurance.  

· Representative for the Call calibration monitored by the Quality Analyst  and Managers (Conference Call from U.S )

· Representative for the Call calibration 100% Script Verbatim monitored by the Quality Analyst and Managers from US.

· Remote Session Specialist as representative for the Call Rating Competition.

· Handling Call Monitoring 
· Listening and providing the call monitoring feedback of the Call Center Agents from Lincoln, Nebraska.

· Maintaining Daily and Monthly Call Monitoring Report.

· Coaching and providing feedback score and for the improvement and development of the Agents.

· Preparing to analyze, review and assist to help reduce the errors and mistakes to achieve customer service excellence.

Secretary cum Cashier                         



      Nov 2003 – March 2014

Tampakan Resources and Credit Corp.
Philippines



Duties and Responsibilities:
· Provide administrative and clerical support to ensure that services are provided effectively and efficiently

· Preparing of Vouchers, Sorting, Filing Documents and Maintaining Reports.

· Maintaining and Updating the Daily and Monthly Financial Transactions. 
· Performing Various Accounting Works, Encoding/ Typing Jobs

· Performing Cash Counts/Cashiering
· Follow up the customers for their outstanding balance, payment schedule and collections.

· Preparing and processing for the loan applications and some legal matters

· Authorized Representative for Cash Deposits, Withdrawal Transactions, Government Tax transactions and settlements.

· Handle confidential documents/information as requested.

· Produce correspondence and documents and maintain presentations and records.

· Maintaining event calendar, schedule and confirm appointments for clients, customers or supervisors.

· Open, read, route & distribute incoming mail, other material, and prepare answers to routine letters.
                                               
          EDUCATIONAL BACKGROUND

· A Graduate of Bachelor of Science in commerce major in Marketing
          Notre Dame of Marbel University, Koronadal City, Philippines (1999 - 2003)

PERSONAL DATA
Date of Birth

  :
November 29, 1982

Nationality
              :
Filipino

Sex


  :
Female

Marital Status

  :
Single 

Visa Status                      :         Employment Visa 

REFERENCES

Available upon Request 
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