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Andy Peters | FCC Compliance/KYC/AML Analyst  

Location: xxxxxxxxx 
Telephone: xxxxxxxxxx 

Email: xxxxxxxxxxx 

Professional Profile 

IT literate financial services professional, with 4 years’ experience within client relationship management, 
client on-boarding, fraud investigations and retaining/developing new business within insurance, bank 

account and credit card sales for XXXXXXXXXXXXX 
 
Possesses an exemplary track record both in terms of quality, customer feedback and awards for sales 
performance. After relocation to the UK and bringing up her young family, now desirous of securing a role 
within banking to further her career in a client focused role. Having proven her capability to drive adherence 
to strict regulatory requirements and bank SOPs, is now desirous of securing a junior/entry level role within 
compliance, AML, KYC or FCC. 

Core Skills 

• Regulatory Compliance 
• Fraud Investigations  
• Client On-Boarding 
• Client Retention 

• New Business Development 
• Data/Performance Analysis 
• MI Reporting 
• Objection/Complaint Handling 

• Staff Leadership/Training 
• Stakeholder Engagement 
• Bank Accounts/Credit Cards 
• Insurance 

Career Summary 

 
mmm 2009 – mmm 2010   xxxxxxxxx 
     Sales Executive 
Outline 
Responsible for sales, administration and processing of all account enquiries for this life insurance company 
managing over 300,000 policies and annual recurring premium of P1bn. Maintaining adherence to company 
SOPs and legislative requirements, whilst championing best practice in delivering customer service 
excellence. Direct reporting line to Call Centre Manager. 
 
Key Responsibilities 

• Provided customer assistance on the suite of insurance products offered inclusive of 
surrender/cancellations, pay-outs, policy status, arrears, documents tax certificates, miss-allocated 
funds, claims, annuities and fraud. 

• Maximised new business sales opportunities whilst retaining clients of lapsed policies. 
• Processed matured policy payments, liaising cross-functionally to ensure SLAs are adhered to. 
• Handled investigations of complaints relating to mis-selling and completed fraud investigations for 

clients where they didn’t recognise a transaction. 
• Negotiated payment plans with clients who had defaulted on their accounts to ensure the best 

customer outcome and mitigation of risks to the business. 
 
Key Achievements/Projects 

• Met SLAs 100% for all payment related complaints. 
• Exceeded my retention target successfully retaining on average 10 lapsed insurance policies per 

month and overall secured ongoing business with 85% of defaulted accounts. 
 
mmm 2006 – mmm 2009   xxxxxxxxxxxx  
     Service Executive 
Outline 
Member of the leadership team (Band 3) resolving enquiries from Barclays Retail Banking and Barclaycard 
clients on a FCR basis relating to products, complaints, merchant ATM fraud investigations and providing 
support to Retail Bank staff. Direct reporting line to Team Leader. 
 
 
 
 
 
Key Responsibilities 
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• Logged daily calls on the Query Management System (QMS) and acted as first point of contact to 
resolve customer/retail branch internet/mobile banking enquiries – general product enquiries, 
modifying/updating customer accounts, regenerating pins, adding/deleting accounts, cancelling lost 
cards, balance/statement requests (using Brains/Winfos) and reporting fraudulent transactions. 

• Ensured compliance with the banks risk framework as well as security and AML for new 
account/product openings. 

• Conducted analysis on the customer on-boarding experience on a monthly basis and prepared 
reports for use by branch managers highlighting any metrics falling short of company guidelines. 

• Handled service complaints, identified root cause analysis and submitted these to the Service 
Manager at HO. 

• Monitored the technical performance of 51 ATMs, worked closely with merchants regarding refunds 
on fraudulent transactions and compiled accurate data utilised in credit card fraud investigations. 

• Provided crucial input as the management lead on charity fundraising projects. 
 
Key Achievements/Projects 

• Nominated for an Eagle Award by my line manager for the quality and productivity of my work – 
increased sales incrementally month on month by 10% and achieved excellent customer feedback 
scores. 

• Exceeded SLA for the turnaround of customer complaints in 48 hours and as net result reduced 
upheld complaints by 70%. 

• Achieved Barclaycard Credit Card sales 3x higher than the entire call centre – 10 cards per month. 
• Increased sales of the Pre-Embossing Campaign by 40% for emerging market credit card 

campaigns by proactively contacting existing customers and converting these into new credit card 
business. 

• Handpicked as Assistant to the ATM Country Manager for a 4-month secondment during 2007. 
• Provided staff training, both classroom and in-the-moment feedback to new starters due to my 

detailed knowledge of products, bank processes and compliance. 
• Life cycle managed the fundraising project for my department which was successful in securing 

sufficient funding to build a house for an orphanage centre. 
• Provided crucial input for the development of new products for mobile/internet banking and the 

introduction of a new credit card CRM system. 
 

Academic & Professional & Qualifications  
 MSc Business & Finance – xxxxxxxx (Part-Time) – In progress 
 BA Business & Finance xxxxxxxxx – 2012 
 Insurance Certificate of Proficiency in Long Term Broking – 2009 
 Telephone Skills, Complaints a& Customer Management Training - 2007 
 Honours Diploma Electronics Technology – xxxxxxxxxxx 

IT/Technical Skills  
 Word, Excel, PowerPoint  CRM Systems 

 
 Database Management 
 

References available on request 
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