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Howden Insurance Brokers India Pvt. Ltd. – Howden Broking Group is an ambitious, dynamic and highly competitive global provider of a range of specialist insurances. Starting with one office in 1994, they have extended their reach significantly; they now are a specialist broker with over 70 offices in 30 countries. The group comprises a wholesale and reinsurance model built on a series of global hubs, and a local retail capability in a number of countries. Howden is an IRDA licensed composite insurance broking firm. Howden provides risk management and insurance solutions to the clients in both direct and reinsurance broking segments with its head office in Mumbai India.
March 2013 – March 2015
Corporate Risk & Insurance Solutions
Pune, India.
Asst Manager – Pune Branch Office
Key Responsibilities:
· Solely responsible for Key Account & Relationship Management for corporate clients some of which included Tata Technologies Ltd., Fujitsu Consulting India across 25 branches in India. 
· Financial responsibility of handling business worth over USD 4 million 
· Responsible for customer and client satisfaction including successful renewals of all corporate accounts with Howden India. 
· Overall responsible for daily operations in all business verticals in Pune namely Claims Management, Negotiation with Underwriters for best insurance coverage’s and quotes, Client Servicing and Administration. 
· Was an integral part of the business development team and working on all potential client acquisitions by virtue of business process knowledge. 
· Analyzing and advising the best coverage to existing/ prospective clients and also responsible for management of client renewal notices. 
· Key Accounting Management by maintaining relationships and ensuring excellent customer service experience to existing clients. 
· Identifying & negotiating with potential business partners to formulate a cost effective solution for Howden clients. 
· Liaising with the IT and technical teams to ensure smooth daily operations 
· Was responsible for Employee Benefit claims management which was a key component of service taken by Howden clients. One key feature included grievance resolution. 
· Income Booking through SAIBA (Centralized income booking software used by insurance broking firms) 
· Preparing quote slips for client by negotiating with all insurance companies and providing the best options of insurance coverage and price to clients. This also involved underwriting assistance for policies. 
· Maintain and regular updating of client portfolio through the online portal exclusively created for existing clients having details and snapshots of client profiles. 
· Conducting health camps & health talks for corporate clients across India. 
· Ensuring compliance of processes with integrity checks of resources and assuring quality levels in line with the client SLA’s. 
· Preparing presentations and MIS analysis for corporate clients on a monthly, quarterly & bi-annual basis demonstrating value propositions on being associated with Howden. 
· Analyzing the Business development team’s performance and reporting it to senior management (Asst.VP, Sr. VP, President) along with revenue generation details on a monthly and YTD basis for the branch. 
Key Achievements:
· Achieved an overall renewal percentage of 97% for corporate accounts. 
· Basis excellent policy servicing and customer satisfaction the complete insurance portfolios resulted in a total of a 30% increase in business. 
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MDIndia Healthcare Services (TPA) Pvt. Ltd. – Was formed in November 2000, a licensed third party administrator and were very soon a leading company in the Insurance sector. Today MDIndia is India’s numero uno TPA servicing over 16 million lives and handling business of over USD 643 million
December 2010 – March 2013
Corporate Relationship Management
Pune, India.
Asst. Manager – Head Office Pune
Key Responsibilities:
· Responsible for Key Account & Relationship Management for 1200+ corporate clients some of which included SAIL (Steel Authority of India), Wartsila India Limited, Tata Institute of Social Sciences through a dedicated team of 100 key account managers across 84 branches in India. 
· Responsible for customer and client satisfaction including successful renewals of all corporate accounts with MDIndia. 
· Financial responsibility of handling business worth over USD 70mil. 
· Ensuring compliance of processes with integrity checks of resources and assuring quality levels in line with internal and client SLA’s. 
· Managing escalations which involved negotiating rate lists and MOU’s with hospitals, non-issuance of ID cards and claim rejections and deductions across India. 
· Working through the in-house software “IATROS” in meeting TAT’s on claim settlement and quality. 
· Identifying business requirements to increase efficiency and productivity through changes with the application software in coordination with the relevant business support functions. 
· Defining KRA’s and conducting performance appraisals for every member in the team with relevant line managers. 
· Responsible for employee management w.r.t attrition and productivity. 
· Preparing presentations and MIS analysis for corporate clients on a monthly, quarterly & bi-annual basis demonstrating value propositions on being associated with MDIndia. 
· Providing data analysis and proposing future strategies to the senior management (GM Operations and CEO) on a monthly basis. 
· Ensuring compliance on business processes and documentation for ISO 9001:2000 & also as per the Insurance Regulatory & Development Authority Of India (IRDA) 
· Capturing customer feedback on a monthly basis through ‘CCF’, an automated Client Feedback Form and liaising with the relevant support functions following the analysis of data with an aim to enhance the overall customer service experience. 
· Being an integral part of the business development team and working on all potential client acquisitions by virtue of business process knowledge. 
· Preparing SOP’s based on business processes and validating the same every quarter. 
· Conducted health camps & health talks for corporate clients across India. 
· Designed and conducted product training for account managers and new joinees across the organization on PAN India level 
Key Achievements:
· Designed and implemented an award program for employees which increased revenue by 34%. 
· Achieved an overall renewal percentage of 92% for corporate accounts with MDIndia. 
· Was a part of the core team that was responsible for documentation of the financial and technical bids for MDIndia for a total of 5 state Government projects for the states of Goa, Maharashtra, Andhra Pradesh, Tamil Nadu and Punjab. 
· Successfully worked in tandem with the IT department on automation of claims response system & MIS reporting. 
Bajaj Allianz Life Insurance Co. Ltd – Bajaj Allianz is a joint venture between Bajaj Finserv Limited and Allianz SE. Both enjoy a reputation of expertise, stability and strength. The core business was to develop life insurance solutions that cater to every segment and age-income profiles. Allianz SE is a financial services company founded in 1890 headquartered at Munich, Germany. This joint venture Company incorporates global expertise with local experience. Bajaj Allianz has a strong product portfolio and caters to all kinds of customer needs from Unit Linked Insurance Plans (ULIPs) to Child plans, from group insurance to health insurance.
Bajaj Allianz was formed in 2001 with total assets under management of approx. USD 107 million and a solvency ratio of 778% with a claim settlement ration of 97.45%. This was handled with 754 officers in India with its head office in Pune.
December 2009 – November 2010
High Net Worth Individual (HNI) Team
Pune, India.
High Net Worth Individuals – To ensure engagement with key clients Bajaj Allianz came up with a concept of grouping all high net worth individuals who’s values of premium was above 9000 USD per annum. To do this there was a pilot project that was introduced which was called ‘HNI Servicing’. I was a part of this pilot project and in 3 months time there was an introduction of a new division which was called ‘HNI Renewals’ where I was a team leader and heading the business unit. HNI business was majorly call based where 95% of transactions were done over calls.
Team Leader – HNI Renewals
· Servicing a total of 150,000 HNI clients across India with a business net value of above USD 1350mil 
· Overall responsible for a team of 30 Relationship Managers each with a portfolio of 5000 HNI clients and having a premium of over 9000 USD. This included creating reports on regular intervals on performance and training needs, monitoring SLA adherence and creating reports for internal and external stakeholders. 
· Responsible for customer and client satisfaction including building strategies and performance indications and driving and directing the team towards ensuring the successful policy renewals of all HNI individual accounts with Bajaj Allainz. One key aspect of client satisfaction included ‘Call Barging’ of live calls and having feedback sessions with the team for ground reality. 
· Analysis of Customer Satisfaction Score and then defining strategies to better the experience of a customer. 
· Analyzing TAT’s and quality for the resolution including business report provided and taking proactive corrective actions as per business requirement. 
· Coordination and liaising on a daily basis with 754 branches across India to facilitate and maintain client relationship and servicing. 
· Driving the team towards achieving set targets on a daily / weekly and monthly with no compromise on the quality of services that were being provided by the team within the stipulated turnaround time. 
· Handling escalation of grievances reported via phone call and emails under a TAT of 2 hours with resolution. 
· Creating, reviewing and implementing SOPs and conducting calibrations for mid-level management in operations and other departments with respect to recruitment specifications and parameters, centralization of different processes and procedures. 
· Responsible for the defining, designing & reviewing of standard scripts to be used by the relationship managers on calls and emails. 
· Ensuring compliance on business processes and documentation for ISO 27001:2005 (Information Security) & also as per the Insurance Regulatory & Development Authority of India (IRDA) 
· Forecasting manpower requirement and making arrangements for fresh recruitment or internal transfers. 
· Responsible for onsite & offsite recruitment of manager and in team trainer’s whilst creating job descriptions and defining skill set requirements. 
· Assessing process needs in order to prepare presentations, design training modules and outline job descriptions to facilitate recruitment. 
· Responsible for hosting events and having voice over recording including rolling out IVR’s for clients as well as designing, implementing and updating as per business requirements the Call flow and Call tree for clients. 
· Was solely responsible for induction of all new employees, including new hire orientation programs and also product and process training for all new hires on specific product, process, handling clients over a call and training over email etiquettes 
· Was an integral part of the product development team that was responsible for New Product launches in the market. This also included product training to existing employees and providing business intelligence of markets in India to the senior management. 
· Managing employee’s rosters, client management plans, leave management systems. Major part of my responsibility included defining and reviewing of my managers KRA’s & KPI’s in line with our business goals. 
· Was responsible for conducting appraisals on an annual and bi annual basis. 
· Providing data analysis and proposing future strategies to the senior management (VP Operations) on a monthly basis. 
Key Achievements:
· Promoted to a Team Leader within a short span of three months. 
· Set up the HNI Renewals vertical which generated an increase in policy renewals for the organization to the tune of 34% in the first year. 

Education & Training
	March 2014
	Associateship (2 modules)
	Insurance Institute Of India

	
	
	

	May 2011
	Licentiate (2 modules)
	Insurance Institute Of India

	June 2010
	Masters in Business Administration (Finance)
	Pune University

	
	
	

	June 2008
	Bachelor in Banking & Finance
	Pune University

	June 2005
	Higher Secondary School Certificate in Commerce
	Maharashtra Board

	June 2003
	Secondary School Certificate
	Maharashtra Board

	
	
	

	Projects
	
	

	January 2010
	Working Capital Management (MBA Project)
	Apollo Tyres Pune

	January 2008
	Formation Of A Cooperative Bank (Graduation Project)
	Nashik Maharashtra


SKILLS

Communication: Fluent in English, Hindi and Marathi
Miscellaneous:  Played for state level volleyball.
Visa Status in UAE

On Visit Visa
REFERENCES

Available on request.
