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Professional Summary
Customer Service Representative with 3+ years of experience delivering exceptional client support in financial services and contact center environments. Skilled in personal banking services, transaction handling, digital banking tools, compliance, and cross-functional collaboration. Recognized for building strong customer relationships, exceeding service targets, and ensuring adherence to banking regulations. Adept at providing personalized financial solutions, training customers on self-serve options, and escalating complex cases appropriately. Seeking to contribute to BMO’s customer-first culture.

Core Skills
• Customer Service & Client Relations
• Banking Transactions & Cash Handling
• Digital & Mobile Banking Solutions
• Account Management & Service Requests
• Fraud Prevention, Privacy & Compliance
• CRM Tools: Salesforce, Freshdesk, Zendesk
• Problem Solving & Escalation Handling
• Team Collaboration & Cross-Functional Support
• Verbal & Written Communication

Professional Experience
Teleperformance (Majorel Canada) — Waterloo, ON
Customer Service Representative / Help Desk Analyst | Aug 2021 — Oct 2024

· Delivered high-quality customer service by handling inbound calls, emails, and chat inquiries with professionalism and empathy.
· Processed banking transactions, account updates, and service requests while maintaining accuracy and compliance.
· Identified customer needs and provided tailored financial solutions, including referrals to specialized departments.
· Assisted clients in navigating online platforms, digital tools, and mobile applications, improving adoption of self-service banking.
· De-escalated complex customer issues by providing timely resolutions or escalating to management when required.
· Supported technical troubleshooting for end-users, including software, system, and access-related issues.
· Monitored and reported suspicious activity to maintain compliance with privacy, anti-fraud, and risk management policies.
· Collaborated with team members and cross-functional departments to achieve KPIs and ensure seamless customer experiences.
· Consistently exceeded performance metrics in call resolution time and customer satisfaction ratings.
· Recognized for training new team members on customer engagement techniques and digital support tools.


Education
Master’s in International Relations  YEAR
Karachi University, Karachi, Pakistan

Professional Development & Certifications
• Handling Confidential Data (2023)
• Email & Web Security (2023)
• Fraud & Compliance Training (2023)
• Social Media & Digital Security Awareness (2023)

