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To be part of an organization that offers me challenging responsibilities and opportunities to put my abilities to attain the best results and provides with ample scope for continuous learning in the field of Insurance and Banking.
Career Snapshot

· Performance oriented Professional with 11 years of experience in a good business environment with a professional qualification and sound conceptual insight

· Highly motivated, goal oriented and keen analyst with demonstrated professionalism & leadership abilities, successfully motivating teams towards achieving organizational goals and targets 
· Sound exposure in the concepts of Motor Vehicle Insurance.

· Adept in managing & leading teams for running successful process operations & experience of developing procedures and service standards for business excellence. 

· An effective communicator with excellent relationship building & interpersonal skills. Strong analytical, problem solving & organisational abilities. 

Key Skills

Insurance Operations

· Formulating & implementing policy administration guidelines, processes, workflow, application forms, etc. Overseeing claim procedures involving validity assessment and approvals of high value claims in compliance with regulatory requirements.

· Setting out quality standards for various operational areas, ensuring a high-quality customer experience, while adhering to the SLAs and work processes. 
Client Relationship Management

· Managing the customer centric operations & ensuring customer satisfaction by achieving delivery / service quality norms. 

· Building and maintaining healthy business relations with clients, ensuring maximum customer satisfaction by achieving delivery & quality norms.

People Management

· Managing all aspects of underwriting and claims of various product portfolios and providing leadership to the team members. Implementing training learning’s on the job & making it faster by taking initiatives to improve the process.

· Designing and streamlining processes to ensure smooth functioning of the business operations.

Employment Recital

ANZ Support Services India Pvt Ltd (Bangalore, India)
Credit Assessment Officer: March 10, 2014 to April 02, 2015 :
Role:
· Worked in Unsecured Loan Department for Australian client.
· Primarily responsible to perform complex tasks within the team, handling and responding to escalations and queries and resolving any complex queries.
· Monitored the new hire’s performance. Support the Manager/Team lead by ensuring the delivery of Daily Targets and by allocating and distributing work to the team to ensure service levels are achieved and workflows move effectively through the team/ centre.
· Provided coaching and guidance to other staff members when required.

· Identified and assisted implementation of improvements to practices and procedures on an ongoing basis with the view to creating an environment of constant improvements.

· Detailed credit analysis done preceding the grant of a loan including verifying and assessing an applicant’s current financial position, employment history, credit history, credit needs and ability to pay.

· Necessary documents such as customer’s latest payslips, rental income documents, other financial institution statements and bank statements requested from the customer by phone calls or emails for completing the verification process of the loan application.

· Decision on loan approval and decline made based on the customer’s credibility.

· Check creditability of the customer from Credit Bureau – VEDA.

· System applications used – Mainframe, Internet based – PLZ Breeze (Oceania)
ADDITIONAL REPSONSIBILITIES: 

· Active team player in driving the team to meet the monthly target and productivity.

· Played major role in completing the daily SLAs in various queues and allocation of work to the team.

ACHIEVEMENTS:

· Star of the week June ‘14

· Best Performer of the month  Aug ‘14

WNS Global Services (Bangalore, India)
Sr. Associate Operations: Feb 2008 to Feb 2014
(Motor insurance)
Role:

· Validation of  No Claims Discount on motor policies

· Verify and update information on submitted claims,

· Contact Insurance companies to check No claims Discount

· Interact with Customer Service Department in UK to obtain valid documents for validation.

· Reviewing the policy to determine which charges are eligible for reimbursement, reconciling a claims adjuster's estimates, negotiating payment to all parties and following up to ensure that payments are made.

· Assist the underwriters in issuing policies by computing premiums, preparing endorsements, specifications and other documentation Requirements.
· Handle MI Report (Monthly Incentives)
· Mentor new candidates.
· Team In-charge of completion of QMH validation process
· Monitor team performance on monthly basis.
· Run audits on process as required by the management.
· Analyze and document process related metrics.
· Compile Daily Report for management on Daily basis
· Quality calibration along with QA and QA manager.

ACHIEVEMENTS:
· Star Award (July, Aug and Sep ’12)

· Star Award (April , May and June ’10)

· Quarterly Award (Nov ’09)

· World Beater’s Award ( March ’08)

AVIVA GLOBAL SERVICE (Bangalore, India)
Claims Analyst: Sept 2006 to Feb 2008:
(Motor claims handling)
Role:
· Analyzed motor vehicle insurance claims. 

· Coordinate with claimants and confirmed the information stated in the statements. 
Reviewed settled insurance claims and complied with company procedures. 
Informed the claimants the procedures needed to follow in order to get their claims. 
Analyzed claims thoroughly and accurately before giving approval to the releasing office.

· Validation of third party motor claims

· Check on compensation received by the Third Party from the Government.

· Instructing and authorizing repairs of vehicle

· Registration on UK`s database of total loss vehicle

· Payment analysis and finalization of payment based on damages covered by the policies

· Closing claim with the Compensation Recovery Department of UK once claim is settled.

· Coordinated the investigation of fraud issues with the appropriate fraud investigative unit.

· Co-ordinate with different team both on-shore and off-shore to complete fraud analysis.
· Rendering support to the Underwriting Team in order to provide a prompt and professional service to customers, ensuring that policies and endorsements are issued correctly and in line with the company's practices.

· Perform root cause analysis of errors, quality of output, rejection issues, SLA , non-compliance etc. Determine options on how to mitigate future recurrences.

· To perform daily compliance analysis leveraging various data management programs on a batch basis, and escalate the appropriate notification protocol to the concerned department in case of violations.

· Steering efforts towards handling multiple tasks and working under pressure to meet the deadlines of implementing policy issuance tasks and processes.
· Providing timely assistance to the underwriters in issuing policies by computing premiums, preparing endorsements, specifications and other documentation requirements.
· Responsible for driving Team Target for settlement of Motor Claims
· Responsible for implementation of daily work flow
· Accompanied underwriters and insurance agents in the field to investigate claims and determine cause and extent of damages.

· Uncovered fraudulent claims scheme; provided evidence leading to the recovery in insurance overpayments
Convergys India Services (P) Ltd (Bangalore, India)
Senior Customer Care Officer - March ‘04 – June ‘06
Role:
· Processed the application for the U.S Credit Card Company such as Chase Manhattan, by educating the customers with regards to the terms and conditions applied.
· Primary point of contact for the customers.

· Resolved problems by clarifying issues; researching and exploring answers and alternative solutions; implementing solutions; escalating unresolved problems.

· Additional services by recognizing opportunities to up-sell accounts; explaining new features.
· Developed excellent written, oral and interpersonal communication skills
· Interacted with customers and ensured full customer satisfaction by providing all information, thereby convincing the same

· Customer Care: Interaction with different people during this experience has understand and seen an  individual’s expectation

· Learned to become flexible team player.

· Highly organized and dedicated with a positive attitude, ability to understand procedures and logistics

          

ACHIEVEMENTS:

· Senior Customer Care Officer (Oct 04 – June ‘06)

· Star of the month (Nov’ 04)

· Recognized by client for efficient handling of call calibration and timely communication of reports.

· Recognized by Operations for the best performer of the year.

· Best Mentor award.
Trainings

· Attended training on the following:

· Effective Team building.

· Effective Decision Making.

· Time Management
ACADEMIC QUALIFICATION:
	Courses
	Year of passing
	University
	Institute

	Bachelors of Commerce 
	2002
	North Bengal University
	St Joseph’s College

	ISC (12th Standard)
	1998
	Delhi Board University
	St James High School

	ICSE (10th Standard)
	1996
	Delhi Board University
	St James High School


IT Skills
· Well versed with  MS Office
Personal Profile
Date of Birth: 

4TH September, 1980.
Nationality:

Indian.

Marital Status:

Single.

Visa Status: 

Visit  Visa
Languages:

English, Hindi, Nepali and Bengali.
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