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Professional Summary

· A dynamic professional offering 10 years of qualitative experience in Customer Service, Insurance, Business Analysis, Management, Leadership
· Willing to explore opportunities either in the Life or Non Life Segments of the business

· Experienced in Project Management activities like Resource Loading and Leveling for existing resources, as well as Sizing for future projects
· Managed and handled teams and projects
· Strategic planning for processes, tools, and techniques for quality whereby articulating and documenting Quality Strategy for clients.
· Innovation
· Communication skills
· Strong sense of involvement and commitment to the organization 

Experience Narrative
AXA (India)
Role            :   Assistant Manager
Duration

:   August 12th 2012 – December 31st 2015
Manage newly received applications by through initial screening, ensure that application updating is completed and passed on to the underwriters to complete further formalities. Also ensure that agent commissions are handled timely and amount released by end of every week.

Claim settlements through proper validation of documents. Corresponding with the end customer for missing documents or approvals from concerned departments to make way for a final settlement. 

Coordination amongst support departments for any assistance required to cater to the end customers’ needs.

Co coordinating with Onshore clients and ensure that the health of the process is maintained and is up to date with most recent updates. 

Exploring various process reengineering opportunities / projects to ensure that there is continual improvement.

Managing inflow of volumes through effective management of resources.

Expertise in projecting future policy performance based on various changes made into the policy (Ex: change in premium projections while converting class of risk from Smoker to Non Smoker). Preparing financial statements for Tax related purposes. Providing best possible quotes based on customer requirements.

Key Accountabilities:
· SLA Management
· Deliver to client and internal customers expectation 

· Ensure daily, weekly and monthly reports are being managed and communicated effectively 

· Identify and implement Process enhancement and improvement practices

· Driving implementation of Quality Management System as per ISO 9001 and ISO 14001 international standards Planning

· Catering to various MI requirements

· Monitoring work management 

· Encouraging the team members to come up with process improvements and implementation of the same
· Ensure that the team is complaint to all standard procedures

· Identify areas of improvement for individuals and assist them to build capabilities

· Developing and maintaining close relationship with the onshore clients

· Coaching and feedback of Team Members 

· Monitor and keep a tab of any concerns / issues within the team and ensure that the same is addressed

· Timely completion of team Reports 

· Weekly calls with the clients to discuss performance and any process related ideas / concerns and plans ahead

· Resourcing and FTE requirement for future projects, migrations and adhoc projects

· Recruitment
· Conduct monthly 1-2-1’s and quarterly Appraisals (Completed 12 Appraisal cycles)

· Active participation on engagement activities 

· Address any areas of concern immediately 
· Attrition management
· Managing Client relationship

· Performance analysis of the team and providing additional support to the team members to enhance performance
· Implementation of Performance Improvement Plans for individuals who require additional support
· Hiring & Onboarding new recruits

· Be available in case of IT issues and ensure that the chain of concerned departments are lined up to address the issue  
· Managing overall team performance

AXA Business Services (India)
Role 


: Process Leader

Duration

: February 4th 2010 – August 11th 2012
Key Accountabilities:
· Handling work queue management 

· Process Management  

· Identify problems areas within the process and suggest possible solutions

· Conducting process training for new joiners 

· Coaching and feedback of Team Members 
· Generation and implementation of process improvement ideas

· Maintaining daily and weekly team dashboards

· Conducting refresher trainings for under performers

AXA Business Services (India)
Role 


: Team member

Duration

: December 27th 2005 – February 3rd 2010
Key Accountabilities:
· Verification of documents for claims processing and complete the payout process

· Project future performance of policies and provide suggestions to end customers

· Release policy information to requestors 

· Provide information in the form of annual statements and other notices 

· Preparing policy statements 

Nirvana Business Solutions (India)
Role: Sales Associate

Duration: 22nd May 2005 – 24th Dec 2005

Key Accountabilities:
· Outbound telesales for UK based customers

AXA Business Services
Significant Highlights:

· Awarded the Best ISO Coordinator for AXA Business Services (Bangalore) in the annual town-hall meet  for the year 2007
· Awarded the best Process Leader for the year 2011 in the annual town-hall meet
· Best Assistant Manager for Q2 R&R 2013

· Successful implementation of 2 Process improvement ideas
· Successful completion of 2 projects and partnered in one Green belt project
· Best team award in Q3 R & R 2013 
· Best Assistant Manager for Q3 2015

· Numerous other awards for excellent performance
Academia

· Executive Post Graduate course in Operations Management – SIBM Pune
· Bachelors  in Computer Science, Mathematics & Statistics – Mangalore University
Projects
· Achieving and sustaining turnaround time targets – Purpose of the project was to determine areas of improvement by identifying and implementing changes within the process, so as to minimize turnaround time on customer requests. Successfully completed and the outcome of the project was much appreciated by the clients
· How to achieve sustainable Service delivery & enhancing performance  - The project was based on identifying the major causes of the team having missed the Quality SLA and providing possible solutions to perform better and provide quality service to the end customers
· Improvisation of turnaround time standards on critical functions – The key focus was to increase the turn around time target (98%) adherence percentage from 74% to 98% by Q4 2015. Results were delivered 2 months prior to deadline and the outcome was much appreciated by clients.
Key Strengths & abilities
· Highly Motivated

· Hardworking

· Good interpersonal and communication skills

· Good Analytical skills

· Problem solving and decision making

· Able to perform under pressure

Personal Dossier

Date of Birth  

: 21.08.1984

Nationality
 

: Indian
