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SYNOPSIS

· An Operations and Finance professional with over 15 years of rich diverse experience in Strategy, Execution, Operations, Risk & Compliance and Customer Service across  Insurance and Finance Sector with good exposure in maintaining customer relations. 

· Latest assignment with Future Generali India Life Insurance Company Limited as a Senior Regional Operations Manager. 

· A recipient of various awards and accolades for excellent performance in the related field. Known for handling business extended to large territories. 
· Proven track record of planning, building, managing branches and delivering desired targets. 

· Efficient at managing large teams – team size handled in last assignment was over 60 nos. 

Career Scan
Reputed Firm
 Senior Regional Operations Manager – South India [April 2012-Octo 2014] 

Regional Operations Manager 

: Dec  2008 – April    2010
Senior Manager                         
: April 2010 – March  2012
Senior Regional Operations Manager
: April 2012 – Oct      2014
Profile:
 Worked as a Senior Regional Operations Manager – South India, comprising of a team of 2 Regional Operations Managers, 20 Customer Relation Officers, 21 Branch Operations Executives and 19 off role resources.
 Roles & Responsibilities:
Risk & Compliance

· Risk self-assessment for operational processes

· Ensure 100% Compliance on day to day business activities by the branches.

· Strict Adherence to AML/KYC by all staff and daily monitoring. 

· Assist function in “Call to Action” for Critical and High risk 

· Implementing of operational risk management framework

· Identifying trends of malpractices/frauds and recommending action

· Responsible for upkeep of Malpractice Matrix at an enterprise level

· Dynamic risk sampling as per Risk Score Card

· Training and monitoring deliverables month on month 
     Claims
· Ensure 100% accuracy on claims documentation for faster process
· Timely communication and update to the customers on status of claims.
· Check and help Head Office on Death, Survival & Critical Illness Claims documentation and process.
· Act as intermediate between Customers and Head Office
· Investigate and submit the report to Head Office on Claims
· Educate and provide training to the Sales and Operations on Claims process.
· Analyze the risk involved in Claims and ensure no financial loss to the company.
· Act immediately on early claims and ensure to report fraud if any to Head Office.
New Business Strategy & Channel Operations

· Ensure 100% uptime on all Operational logistic support to New Business.
· Business Focus – Support the Business expansion/Sales Target achievements 

· Optimize and maximize the Policy Issuance by increasing the Branch Quality Check accuracy, improving New Business TAT & maximize the conversion ratio.

· Closely interact with Branch Operations of the regions and understand their needs in terms of underwriting and risk analysis.

· Ensure all Service Level Agreements on New Business are met.

· 100% support to Sales to get the newly agents coded and activated within the stipulated time.

· Handling all queries related to Channel Operations and commission within the given TAT.

      Customer Satisfaction
· Ensure closure of all queries and complaints of branch as per SOP and SLA.
· Review customer complaints on a monthly basis and provide feedback to team and identify improvement opportunities.
· Improved Post Issuance Services – Request & Complaint resolution within TAT
Persistency
· Maximize renewal collection to achieve the target.

· Implement and execute business process in the regions with respect to renewal collection.

· Relationship management with high net worth customers.

· Analyze trends and work out timely solutions for enhancing persistency through timely feedback to all concerned.

· Constantly working towards improvisation of the processes with a view to achieve cost optimization.

· Identifying and suggest new avenues for premium collection.

· Analyze Persistency performance across channels and suggest corrective course of action.

Training and Process Efficiency
· Understand the training needs of Operations and Sales and implement the best practices.
· Evaluate the skill gap and provide the training to the team timely and ensure the best result from the team.
· Provide feedback to respective functions/channels to improve the efficiency of the process to ensure cost saving and best result from each team member.
· Ensure 100% compliance and adherence to SOP
· Responsible for best practice sharing between branches.
Hub Management

· Handled HUB and resources to ensure smooth processing of applications and deliver up to the satisfaction of the Channel Partners and ensure Service Level Agreement is met.
Team Management and their professional development

· Ensure optimum staff strength in all branches
· Maintain attrition level
· Ensure adequate training for all branch employees.
     Facility and Administration

· Ensure all Service Level Agreement on Facility and Admin are met

· Establish and maintain best working conditions by providing and making available the best resources in the most secured working environment. 

    Achievements:
· From ground zero built Kerala region’s Operations to be the most successful Operations team in terms of qualitative documentation and best customer service team across India in a very short span of time.
· Was part of building up the branches in Kerala – 7 branches.
· Successfully set up 2 Channel Partners (B2B) based out Kerala who has presence across Kerala and well supported to start business in Kerala of another major Channel Partner who has presence all over India.
· Kerala region had been declared as one of the best performing region in terms of Operational efficiency across the country.
· Awarded with the certificate for Outstanding Performance in Conversion and Pendency.
· Promoted to Senior Manger to take care of Branch Operations along with  handling HUB which operates for  PAN India Spoke Locations (100 branches) New Business activities. 
· Project Member and successfully implemented across India – FG Excellence and Learning and Development with Future Generali India Life Insurance.
· Certificate received for accreditation in assessment for the Operations Quality Program.
MetLife India Insurance Company Limited, Cochin as Area Manager- Customer Service & Operations 

   Manager – Underwriting


       : Mar 2007-April 2008
   Area Manager – Customer Service & Operations: April 2008- Dec 2008

Profile:    Worked as Area Manager – Customer Service & Operations handling Central Kerala team of 7 Branch Service Managers and 20 Operations Executives.
Roles & Responsibilities:
· Optimize and maximize the Policy Issuance by increasing the Branch Quality Check accuracy, Improving New Business TAT & maximize the conversion ratio.
· Maximize Customer/Agent/Business Partner satisfaction by analysing the feedback on regular basis.
· Conduct Branch reviews for Operational efficiency. Develop action plan to meet service level agreement parameters based on Audit rating.

· Effective branch administration by timely setting up New Branches and ensure their smooth functioning.

· Co- ordination with external partners in the process chain – Third Party Administration (TPA), Bank, collection agencies.

· Ensure Branches are adhered to Cash Management Guidelines – timely accounting the money & banking.

· Team Management – Career development of team members & team connect. Fill the manpower through new recruitment.

· Develop risk management culture. Comply and apply AML/KYC guidelines

· Periodical Branch Visit. Verification and Audit on branch compliance and focus on preventing fraud. Adopting low-tolerance towards fraudulent practices with the support of Risk & Compliance department at HO.
· Build professional relationships internally and develop/encourage team to deliver excellent customer service to both internal and external customers.

· Provide clear leadership to the team consistent with peers and line management.  

As Manager - Underwriting

· Underwriting and evaluating the risk of the policies with in the given TAT.
· Ensure issuance of the policies within the prescribed TAT by closely working with HO underwriting team and Reinsurers. 

· Closely interact with Filed Operations of the region and understand their needs in terms of underwriting and risk analysis.

· Support the Field Operations of the region to reduce the gap with Sales by providing key information of risk and underwriting guidelines.

· Branch interaction every month with Sales Field Operations and Financial Advisors.

· Update the Sales and Field Operations on changes in Underwriting guidelines and process through faster communication and instant training. 

Achievements:
· In charge of Central Kerala Branch Operations, was responsible for developing new branches along with Sales team. Developed Regional Office for Banc assurance at Cochin and other Area Offices including first woman branch in Kerala.
· Cochin branch has been selected the best branch in terms of Persistency and branch metrics for Operations across India.
Reliance Life Insurance Company Ltd, Senior Underwriter, Mumbai

Commercial Executive – Feb 2002-April 2004
Senior Underwriter – April 2004 – March 2007
Profile:
 Worked as Senior Underwriter at Mumbai, Head Office, handling a team of 5 Junior Underwrites and 6 Executives (off role)
Roles & Responsibilities:
· Underwriting both Medical and Non Medical risks of the policies within the stipulated turn around time and deliver the service to the customers at a minimal cost with maximum satisfaction. 
· Responsible for all underwriting activities as a Single Point Contact 26 branches.
· Interact and coordinate with Reinsurers for faster decisions on Medical/Non Medical risk profiles.
· Manage team and individual performance against objectives.
· Monitoring the performance of Associate Underwriters and develop cohesive teams and foster staff development.
· Training to new Underwriters at Head Office and Back Office Executives at Branches
· Branch Visit and interaction with Filed Staff and Operations staff
· Project Handling & Implementation by closely interacting with other departments and branches.
As Commercial Executive
· Interacting with Prospects/Customers/Insurance Advisors & Sales team.

· Scrutiny of Proposal Forms and other relevant reports and to ensure quality control in output for maximum error-free Operation process.

· Sales Administration Support, MIS Reporting, Agency Administration – Regional Level (Kerala Region)
· Co-ordinating Insurance and Training Institutes to conduct IRDA training and exams for Insurance Advisors to get licence and business codes.
· Addressing issues of Advisors/Customers, Feedback recoding and reporting.
Achievements:
As a Senior Underwriter 

· Attended training on Life Underwriting in Singapore organised by Munic Re with Reliance Life Insurance.
· Certificate of Participation attended Module MAP of COMET by Gen Re.

· Atlas@Reliance Life – a comprehensive project on underwriting guidelines and solutions in terms of review the existing guidelines. Associated with international expertises across the globe. 

· Worked as a team member in successful implementation of Straight Through – Process (STP) project in Reliance Life Insurance. A project which enables the branches to issue the policies.

· Coordinator of the training activities of the new underwriters at Head Office.

As a Commercial Executive
· Won certificate of commendation 3 times in recognition of the commendable Quality Documentation.
CAREER SUMMARY PRIOR TO INSURANCE SECTOR
	Organization
	Role
	Responsibilities

	Priyadarshini Cements Limited, Cochin  :  (June 2000 to Feb 2002)
	Accounts Officer
	AAcc    Accounts and Administration, Inventory Management 

              & control, MIS, Liaising with Government bodies and 

Auth    Local authorities for statutory compliance.        
C

	Castlekote India Limited, Cochin  :  (August 1997 to May 2000)

	 Branch Accountant 
	Branch Accounts and Administration, Inventory, MIS and Liaising with Government and Local bodies. Cash and Bank activities of the branch.

	M/s Boby Francis & Pradeep, Chartered Accountants, Cochin : (June 1996 to August 1997)
	Audit Clerk
	Statutory and internal audit of the companies & other organisations, Tax Audit, Accounting Works


Technical Experience
· Business Process Management Systems – BPMS
· FG Connect

· AURA

· Life Asia/AS 400

· MS Office

Academic details

Bachelor of Commerce from Mahatma Gandhi University

Licentiate in Life Insurance from Insurance Institute of India

Diploma in Export Management

Personal details

Date of Birth/Age
: 3rd March 1975, 39 years Marital Status 
   : Married

Sex              

: Male



   Nationality          : Indian
Languages Known
: English, Hindi, Tamil & Malayalam
Visa Valid 






