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Rob Grayson | Client Services 

Location: xxxxxxxxx 
Telephone: xxxxxxxxxxx 

Email: xxxxxxxxxxxxxxxxxxxxx 
 
 

Professional Profile 

Globally experienced Client Services and operational leader with over 10 years’ experience of supporting 
front and back offices with on-boarding, FX, Equity, Fixed Income, Commodities and securities settlements 
enquiries and project management of CRM system/process enhancements and best practice development, 

to drive client experience and develop new business for Global financial institutions.  

Core Skills 

• Project Management 
• Functional Analysis 
• UAT/UVT Testing 
• System Roll-Out 
• Global Commodities 
• Securities Settlements 

• Fixed Income/FX 
• Client Experience 
• Trade Cycles/Fails/Queries 
• Performance Metrics 
• Best Practice Development 
• Data Analysis 

 

• Client/Staff Training 
• Matrix Management 
• Control Frameworks 
• Regulatory Compliance 
• Stakeholder Management 
• Business Development 

Finance Platforms/IT Knowledge 

• Bloomberg 
• FXALL 
• GTSS 
• Misys 

• Murex 
• OMEGO ALERT 
• OMEGO CTM 
• Avaya 

• GEMS (Bespoke) 
• Euroclear 
• ICE Link 
• MS Office (Inc. Excel) 

Career Summary 

Aug 2011– Feb 2017   xxxxxxxxxxxxxx 
Nov 2014 – Feb 2017  AVP, Client Engagement Manager 
Outline 
Provided primary field client and FO queries via phone/email related to financial market products, to support 
the Front and Back Office Teams. Personal client base of >200 banks, local/global corporates and real 
money funds.  
 
Key Responsibilities 

• Performed client on-boarding, SSI setup and call back on 3rd party transactions. 
• Reviewed inbound signed client FX/Money Market instruction letters to ensure signatures were 

verified against client ASL and forwarded to relevant settlement team. 
• Supported FX and MM sales traders on post trade and process queries. 
• Pre-matched clients on FX, MM and NDF cash flows and ensured all deals were matched on Misys, 

FXall and GTSS and Central Trade Manager for Fixed Income Products. 
• Monitored the Avaya dashboard to ensure all staff were continuously logged in the hotline to meet 

management targets of 95%. 
• Reported weekly/monthly performance data from the Global Enquiry Management System (GEMS) 

to senior management - client turnaround time per case of 4-6 hours, 2 hours for real money funds, 
volume, issue tracker, individual performance and volume spikes. 

• Delivered training to new staff on internal system platforms and ensured DOI’s were fully met. 
 
Key Achievements 

• Project managed the design and roll-out of the GEMS system utilised by 160 users to improve 
performance tracking and customer satisfaction and retention – root cause analysis of client 
complaints/escalations to define functionality, UAT and UVT testing, creation of DOI’s and 
implementation. 

• Handpicked to train all staff on the GEMS system due to expert knowledge positioned within the top 
2 of Case Handlers in terms of performance and client feedback. 

• Achieved promotion to AVP as Senior Team Lead due to excellence in role. 
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Jan 2014 – Nov 2014  Fixed Income & Settlement Clearing 
Outline 
Supported the Repo and US Treasury desks managing the Fixed Income confirmation process to ensure all 
trades were released/pre-matched on the trade date. Initiated pair-off, distribute and follow up on claims and 
assisted clients with all repo enquiries. 
 
Key Achievements 

• Handpicked as Interim Manager for 16 staff within the FI settlement team based in Kuala Lumpur. 
• Analysed workflow and created new processes which increased the STP rate. 
 

Jan 2013 – Jan 2014  Fixed Income Operational Client Coverage 
Outline 
Provided internal/external support on post trade activities, Corporate Events and Interest Claims, internal 
error queues and investigations to resolve the same. 
 
Key Achievements 

• Reviewed the quality of trade/client support processes and increased control, turnaround and client 
satisfaction. 

• Achieved promotion to Client Engagement Manager as a result of improving customer service 
through my process enhancements. 
 

Aug 2011 – Jan 2013  Fixed Income Middle Office 
Outline 
Collaborated with the CRM team to project manage new on-boarding requests from clients to migrate onto 
the OMEGO Central Trade Manager Platform. 
 
Key Achievements 

• Oversaw the integration of client on-boarding CTM processes/BAU duties into the Middle Office. 
• Developed the CTM BAU/On-boarding DOI’s for all regional middle offices. 
• Successfully met target to on-board 35 Singapore clients and further exceeded this on-boarding 15 

in London and 8 in New York – new processes dramatically alleviated pre-matching requirements. 
 
Apr 2007 – Aug 2011   xxxxxxxxxxxx 
Xxx 2008 – Aug 2011  Prime Service Middle Office 
Apr 2007 – xxx 2008  International Settlements (Canada, Brazil, Chile, Peru equity markets) 
Outline 
One of 8 team members providing Prime Brokerage services (field client/RM queries) related to Equity, FX, 
Fixed Income and Money Markets – settlement, stock lending and complaints management (failed trades) for 
6 of the top 10 hedge Funds globally. Direct reporting line to Team Leader. 
 
Key Achievement/Projects 

• Supported management in developing internal expertise on domestic and international markets for 
the Front Office and Prime Brokerage Clients. 

• Created the initial client fail report distributed to client’s daily to improve customer service. 
• Selected to review and reduce the top Hedge Fund fail rate and successfully reduced this to <3% in 

4 weeks and maintained this consistently. 
• Performed analysis of all internal departments and defined new procedures to improve functionality - 

trained all staff to ensure expedited adoption of new working practices. 
 
Oct 2005 – Apr 2007   xxxxxxxxxxx 
    Assistant Manager - Global Securities Settlements  
 
Jun 1999 – Feb 2005 Previous roles - xxxxxxxxxxxxxxxx 

Education & Qualifications  
• BSc Economics, Grade – xxxxxxxxxxxx 

Professional Memberships/CPD  
• Affiliate Member, Market Technician Association (USA) 
• Sustaining Member, Professional Risk Management Int’l. Association 
• AML Certification, Association of Certified AML Specialists (In Progress) 
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