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Susanna


Armed with exceptional Team Management, Project / Process Management skills gained in 9.5 years of experience in U.S Health Care
	Experience Summary

	Roles Held
	Organization
	Tenure

	Sr. Quality Analyst/Process Trainer
	Health Group
	Aug 2013- April 2016

	Sr. Quality Specialist/Process trainer
	Health Group
	Aug 2012 – Aug 2013
               (1 year)

	Quality Auditor 
	Health Group
	July 2010 – July 2012
(2 years)

	Analyst
	Deloitte Consulting Ltd .
	Apr 2008 – March 2010
(2 years)

	Associate Analyst
	Deloitte Consulting Ltd .
	Apr 2006 – March 2008
(2 Years)


My proven track record with the companies I have served though, has molded me as a skilled player and an exposure to the service industry has indeed strengthened my career bond. 

Aspiring to advance my career with further challenging position in association with a progressive & highly professional Organization and prove my credential through brilliant contributions and innovative work techniques. I take the opportunity of forwarding my curriculum vitae, to be considered for getting on-board a reputed flagship organization as yours, which encourages its employees to improve their skill sets and attain higher positions commensurate with their expertise and experience. 

Professional Strengths

· Impressive track record of conducting process training for the new hires and certifying them according to the process quality threshold. 

· Exceptional people management skills, communication skills, multi-tasking with ability to prioritize and operate proactively, competent in handling challenges, with proven history of increased productivity. 

· Highly organized thought process / project and well-structured problem dealing attitude with an edge of innovation. 
· Endurance, determination, and persistence to troubleshooting issues, committed and result oriented with Strategic executions.

· Profound managerial qualities and skills to handle a team.
· Computer literate, knowledgeable in Microsoft Excel, Word and PowerPoint. 
Educational Qualification

Master’s in Business Administration (M.B.A) - 2008 from ST. Ann’s College for Women, Mallapur 
Bachelors in Computer Sciences (BSc)-2006 from St. Francis Degree College for Women, Begumpet

Intermediate in Math’s, Physics and Chemistry (M.P.C)-2003 from St. Francis Junior College for Women, Secunderabad

High School (S.S.C)-2001 from St. Anthony’s Girls High School, Secunderabad
Experience in detail

UHG - July 2010 - till date
Sr.Quality Analyst-Team Lead/Process trainer                                                                                  August 2013- April 2016
Major responsibilities executed:
· Trained a pilot batch to take up a highly sensitive business process as a third party vendor which was first of its kind in Business Quality. There after went on to train several batches for the same process.
· Completed the certification process for the pilot batch and provided OJT support to the teams as they transition through the Ramp phase.
· Successfully transitioned the process to a steady state achieving the client deliverables.
· Facilitated all trainings required for the ongoing & new projects.
· Responsible to certify the new hires post Process training qualifying them to audit the customer calls.
· Auditing the auditor and reviewing feedbacks given to agents by the Quality Professionals to ensure the consistency of process and ensuring the customer receives exceptional customer service.
· Regular client interactions to bridge the gaps in the process and enable process improvements.
· Preparing weekly decks representing the team’s performance on production and quality.

· Providing refresher sessions and huddles to enable the team to climb up the learning curve at the same time excelling in the process.

· Maintaining a healthy relationship with external customers and providing regular performance feedback to the agents on the phone.
· Encouraged automation through Macro enhancements.

· Ensure that performance metrics are achieved and building and maintaining an effective Team environment, coordinate with the Team to identify process improvement opportunities. 

· Monitor, measure and report Team performance metrics and implement Team incentive programs

· Identify root causes of errors and opportunities for defect reduction and conduct error review sessions.

· Created all SOP's for the project and organized it in a flow chart format easy to understand.

· Weekly analyze quality results to report error trends. Planning, developing and managing the quality and productivity of Production teams aligning with key business partners to serve customers

· Fostering/maintaining a collaborative relationship with internal and external customers to ensure satisfaction and profitability

· Was part of a Green belt project to help decrease one of the Critical errors with the Operations team

· Responsible for conducting Call listening sessions where feedback was given to the agents on calls that they have taken previously. 

· Conducted the Coach calibrations with the coaches/supervisors of the Operations teams ensuring the Operations team is calibrated with the Quality Team.

· Responsible to work on Agent Rebuttal/Appeals and External Audit the Auditor Appeals reviewing the request to reviews that were performed.
· Responsible for creation of reporting for two teams namely M&R and C&S.
· Preparing and Assignment of daily inventory management ensuring the calls available are audited and the attainment is achieved.
· Creation of Alliance Dashboard which is a report on a weekly basis to the Operations and the Management team representing the in-depth analysis of the Operations team scores based on the audits done by the Quality Team.

Major responsibilities executed as Subject Matter Expert:
· Mentoring and Guidance: Provide assistance to individuals with questions that arise regarding policies, procedures & processes, resolve queries, direct individuals to the proper policy & procedure for review.  

· Audit and Control: Provide Quality Assurance review for identified functions as designated for the timeframe of assignment, in order to provide timely & appropriate feedback based on work completed.  

· Training Support: Provide, create any additional job aids as determined based on questions & comments received from site. Provide additional training on policies & procedures, along with real-life examples relating to areas in question.  
· Wrap-up Meeting Participation: Attend daily wrap-up meeting between On-Site Manager and / or Supervisor. Discuss the day's events, document issues, and create action plans for resolution. Ensure critical messages and concepts are adequately conveyed and outstanding issues are documented and assigned to the appropriate person for resolution. 

· OJT: Support individuals through the training program and on the floor by providing immediate feedback on work performed.  Serve as a subject matter expert to clarify policies and procedures and provide information on observed trends and additional training opportunities.
· Responsible to conducted the  Process Knowledge test and calibrations session with the Quality Team on a monthly basis 

Call Quality Auditor






                           July 2011- August 2013
Major responsibilities executed:
· Monitoring and providing day to day feedback on the inbound calls taken by the team in the US *for the UHG USA employees. Personalized review and individual quality assessment with score tracking.

· Weekly call calibrations and process update conference calls with the onshore *QA Manager and the Supervisors of the respective teams & development and implementation of new changes to call monitoring and quality parameters on an ongoing basis.
· Monitoring 8 calls each per month using Qfiniti application for a  team of 50 associates

· Audit calls taken by the agents in the USA for federal project (UHC Medicare & Retirement).

· Audit, analyze and provide feedback to agents on a daily basis.
· Responsible to prepare the daily production report and share with team on a daily basis

· Handle a team of 40 and responsible for their Quality. Undergone White Belt and LEAN Training

Noteworthy Achievements

· Received Quality Awards Kaizen and KANO for performance in Quarterly R&R for the month of January 2012 and Mach 2011.
· Received the most prestigious award “Sustaining the Edge” (March -2012) in town hall for outstanding performance for the Quarter.
· Received the Business Process Quality Management award namely the “Quality Star” for the month of March 2013.
· Have been recognized and awarded as “Talent Champion” for first third party process in Business Quality where I was responsible for training a batch of new hires and transitioning the project to steady state 
· Received the award ”Sustaining the edge” (March 2015) for creating reporting for both the teams
· Received 3 BRAVO awards from the Onshore partners 
Deloitte Consulting(EBOS) April 2006-March 2010
Extended Business Office Solutions: Designed to help health care providers in their effort to implement efficient business process that reduce rework , which starts with comprehensive assessment of claims aging, historical cash recoveries and denial experience.

Analyst                                            




                                            Apr 2006-March 2010
Promoted from an Associate Analyst to Analyst due to consistent performance.
Major responsibilities executed:

· Have been a part of two major Clients for outpatient billing.

· Gained subject knowledge expertise on various payers across the US.

· Efficient in handling customer services for one of the project.

· Updation of patient information on the client system.

· Identifying trends and findings which lead to process improvement and automation.

· Worked with the management team to analyze and resolve the AR (Accounts Receivables).

· Have been the back up to the team leads as a sub team lead and have been the single point of contact for the team.

· Responsible for project related report making, work assignments, call logs, automations, weekly status report, weekly productivity report.

· Have been part of the Management Review Team (MRT) where the main responsibility was to audit and review claims.

· Escalation of issues, errors to the team leads and manager on the errors trends observed while reviewing the claims.

· Core job involved generation of revenue from payers (Insurance company/Customers) for the clients who are the Providers/Hospitals rendering the health services.

Personal Details

Date of Birth
: 28th Dec 1985 
Marital Status
: Married


Nationality
: Indian


Visa

:  Visit                                 Languages
: English, Hindi,  Tamil
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