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To work with an organization of repute for the attainment of its established objectives in synchronization with my personal objectives so as to build a symbiotic relation with the organization.

SYNOPSIS

· An incisive professional with nearly 11 years of total experience in Credit Verification, Debt Management , CRM & Team Management.
· Lastly associated with Kotak Mahindra Prime Ltd – Manager – Support Service - Collections 
· Formerly worked with HDFC Bank Ltd as Deputy Manager - Collections.
· Formerly worked with Bharti Airtel Ltd as Risk Management Executive. 
· Formerly worked with Medicos Diagnostic Centre as a PRO.
· A keen learner with a flair for adopting emerging trends and addressing industry requirements to achieve organizational objectives and profitability norms. 

· A result oriented leader with proven expertise in dealing delinquent accounts, recovery planning, effectuating risk policies, managing wide risks and implementing mechanisms to mitigate risks. 

· Exceptional communication abilities to cut across the organizational levels and accomplish targets.  

AREAS OF EXPERTISE 
Debt Management
· Reviewing delinquent accounts & portfolio to control recovery operations for delinquent customer & proper documentation. 

· Handling high value fraud cases / defaulters / insolvent clients & initiating appropriate legal actions. 

· Enhancing resolution rates to ensure continued profitability of business & improve processes to ensure efficiency in customer contact and recovery techniques.
CRM

· Ensuring customer satisfaction and compliance to specified service and quality standards. 

· Taking care of clients by managing their complete requirements and providing them with the best in class customer service.

· Maintaining good relations with the existing clients thereby retaining them.

Agency / Team Management

· Handling timely hiring for capacity, creating awareness, training & motivating executives to perform for cross functional exposure through regular team meetings and periodic constructive feedback.

· Setting targets for team members as well as planning the mechanisms for reviewing performances periodically through feedback.

· Providing a healthy environment to the team for enabling high performance/ growth and control the attrition rate.
ORGANISATIONAL EXPERIENCE

Kotak Mahindra Prime Ltd.  Trivandrum, Kerala 



  Since  Oct 13
Career Path:

Manager, Support Service - Collections    : Oct 2013 – Dec 2014
· As a Collection Manager in Auto loan Collections, Handling Collection activities in Trivandrum through a network of Collection agencies and Collection executives. The responsibilities also included recruitments and training of Collection executives, appointing of collection agencies and Quality Check.

Key Areas:

· Agency performance was regularly monitored & strategies were framed for effective management of agencies as well as portfolio.

· Portfolio was regularly monitored & analysed. Respective changes were made in allocations to ensure effective bucket movement, so that able to enhance the performance in an expected level.

· Had given more focus on penal collection and convinced all Customer who were insisted for foreclosure to pay maximum amount towards penal charges.

· Ensured that all Agencies are having sufficient man power to handle the allocated base and on the same time ensured that they are not get over loaded. Assigned separate Team Leaders and Executives for handling respective portfolios, in order to get the maximum focus on their base. Assured nil employee churn in this base.

· Ensured monthly reviews with the agencies for analyzing their highlights and lowlights and ensured timely advice for improvement. Performance is monitored on day to day basis and ensured issuing of Target and performance letters for monitoring the monthly performance.

· Ensured cash deposit happened without delay and ensured issuing of warning letters to the agencies for process violation if any happened even for the first time. Ensured 100% cross check in the cash receipts

and daily schedule.
Achievements:

· Received appreciation letter from National Collection Head -- Location has entered in Gold Club in Fresh base resolution with > 94% resolution for the month of January and April 2014.
HDFC Bank Ltd.  Trivandrum, Kerala 





Since Sep07



Career Path:

Assistant Manager     : Sep 07 – Nov 09

Deputy Manager        : Dec 09 – Sep 2013
· As a Collection Manager in Retail Asset Collections, Handling Collection activities of STPL (Express loans) and Gold Loan portfolio
Gold Loan - 

· Handling Gold Loan collection for more than 20 Branches ( 6 Branched in Tamilnadu and 15 Branches in Kerala )

· Handling Gold Loan Base on an average of 8 – 10 Crs month on month.
Achievements:

· Consistently achieved more than 91% in STPL fresh bucket against a target of 88% in the month of September to December 2007.

· Have achieved an average of 90. 53% resolution in STPL portfolio and 92. 41% resolution in ELP portfolio against the National average of 88 % in X 'day’s resolution in FY 2008-2009.
· By maintaining the consistent resolution in the X days bucket has reduced the flow percentage to higher buckets.

· Allocation and follow up of Penal Collection base through agencies was given a good result on the same and thereby able to make the agencies more viable. 
· During the period Gold Loan Collection was under good control. Ensured maximum resolution percentage in early buckets itself and none of the cases moved to NPA stage. Since there was no NPA case, haven’t initiate for any Gold sale and thereby able to maintain a good business relation with banks preferred Customers.
Awards: 

· Awarded as Silver Star – Awarded as the Silver Star for the 3 rd Quarter 2007 for the Consistency in performance (Achieved above 91% against a target of 88% in 3 consecutive months )
· Awarded as Silver Star - Awarded as Silver Star for the month of October 2012 for the outstanding performance in Gold Loan portfolio.
Bharti Airtel Ltd

















Aug 2003  – Sep’07
Career Path:

Customer Service Executive      : Aug 03 – July 04

Showroom Manager           
      : Aug 04 – June 05

Risk Management Executive      : July 05 -Sep 07

·  As a Senior Risk Management Executive: To identify, evaluate and determine Business Risk associated with entry of defaulters in the network & to recommend and implement Risk Mitigation steps. Ensure regular and effective monitoring of Customers to mitigate risks arising out of high usage of customers and take proactive action based on Customers’ track and classification.
Achievements:

1 Implemented measures to reduce the entry of defaulters in the network by analyzing defaulter base..

2 Provided training on AOL entry (complete data capture) to the showroom and agency staff. This has  

      Helped to save the average AV Rejection by 40 % per month.

3 Implemented new methods of Welcome Visit to reduce the AVCV re-activation to < 3% against an    

      Industry average of <5%.

4 Initiated field audits to evaluate Performance of the Agency. This has helped to improve their  

      Performance.

5 Zone has achieved 0.36% in PEF Not Received for the first time.

· Credit Limit setting

Ensure customer get the correct credit limit depending upon the profile, eligibility and commitment.

·       Exposure Monitoring : 
· Ensure regular and effective monitoring of contract customers to mitigate risks arising out of high usage of customers and take proactive action based on customers’ track record and classification
· Monitoring high usage reports from roaming partners.

· Coordinating with outbound call center.

· Auditing : To ensure that customers services are restored if the customers’ dues are cleared and
            Updated in the system and VAS audit.
· Auditing of service restoration.

· Auditing of reactivations.

· Auditing of ISD & IR.
·          Prepaid Grace Management:  Maintaining a detailed report on Prepaid Grace Base and provide

      the data to the ASMs for further action. This has helped to retain a major portion of prepaid customer


base

Awards: 

1 Awarded as Best Performer (BTSK March Edition): Improving the process scores on Welcome Visit for March by keeping, Initial Credit limits setting within TAT and AV TAT with in the target.

2 Got an appreciation letter from the Chief operating officer (Bharti Airtel Ltd, Kearla Circle) Mr. Ramgopal Vallath for the adherence to process to achieve 100% TAT in Risk process.
· As a Showroom Manager: Handling Voluntary and involuntary retention activities in Trivandrum through a network of retention agencies, DSA’s and retention executives. The responsibilities also included relation-ship building with High ARPU customers and conversion of postpaid sales from existing customers, recruitments and training of retention executives.

Awards: 

1   Got an Appreciation letter from the Regional Business Manager (Bharti Airtel Ltd) Mr. Vinod Radhakrishnan for the outstanding performance in Customer Service in South Zone. 

· As a Customer care Executive:  Handling walk-in customers at the front office, Effective sales       conversions, Promotion of Value added services and Customer care. The responsibility includes Voluntary and Involuntary retention of customers using retention tools effectively and also making them aware of how to use their subscription to the maximum.

    Achievements:

  Top Performer in retention activities across Kerala 

TRAINING PROGRAMMES ATTENDED

1)  Time Management training from Stimulus consultants, Bangalore. Conducted by Bharti Airtel Ltd .Kerala

2)  Personal Effectiveness programme from Bharti Airtel Ltd .Kerala.

3)  Negotiation skills from Bharti Airtel ltd. Kerala

4)  Service Excellence and Presentation Skill Training from HDFC BANK Ltd. 

ACADEMIA

· B. Com from Kerala University in 2003.

· Doing MBA in MG University
IT SKILLS
· Post Graduate Diploma in Computer Application 
· MS Office ( Well versed in MS Excell and MS Word )

PERSONAL VITAE

Date of Birth

: 31 May, 1983

Nationality

: Indian

Languages

: English, Tamil, Hindi, Urdu and Malayalam.

Marital Status

: Married
