Position: Operations Support Officer
Division: Information Technology
Location: Head Office - Karachi

Position Summary:

The IT Operations Support Officer — Retail Banking is responsible for providing operational and technical support for
the Bank's Retail Banking applications and Core Banking modules. The role ensures the smooth functioning of Retail
Banking operations, including Payments, Standing Instructions, Clearing, and Customer Information, while maintaining
uninterrupted banking services and compliance with the Bank's operational procedures and SBP regulations.

Key Responsibilities:

Provide operational and technical support for Retail Banking modules within the Core Banking System,
ensuring high system availability and service continuity.

Execute and monitor End of Day (EOD), Start of Day (SOD), and scheduled batch processes related to Retail
Banking operations.

Investigate, troubleshoot, and resolve production issues affecting branches, Retail Banking applications, and
related interfaces.

Coordinate with business users, vendors, and internal IT teams to resolve application incidents and implement
approved system changes.

Prepare, validate, and distribute Retail Banking, regulatory, reconciliation, and operational reports, ensuring
data accuracy and compliance with SBP requirements.

Administer application user access, including user creation, modification, password resets, role assignments,
and periodic access reviews in accordance with Information Security policies.

Support production deployments, application releases, Disaster Recovery (DR) activities, User Acceptance
Testing (UAT), and change implementations.

Maintain operational documentation, issue logs, and knowledge base articles.

Ensure compliance with the Bank's operational procedures, Information Security standards, audit
requirements, and SBP regulatory guidelines.

Identify opportunities for process automation and continuous improvement to enhance Retail Banking
operations and service delivery.

Position Specification(s):

Minimum Qualification Bachelor's degree in Computer Science, Information Technology, Software

Engineering, Computer Engineering, or a related discipline.

Experience Production Support, Banking Application Support, or Financial Services

2-4 years of relevant experience in Core Banking Operations, IT Operations,

Technology.

Competencies Required: support, user access management, regulatory reporting, and IT service

Proficient with Core Banking operations, EOD/SOD processing, production

management.




