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 Curriculum Vitae
Summary

MBA qualified and experienced Customer Service Agent in India having more than 12 years of experience in Customer Service, handling customer’s queries on calls, training new joiners. Capable of establishing excellent working relationship with clients, understanding their expectations and delivering the results in time. 

Experience
July’09 to June’17

     CAPITA INDIA (Mumbai)
                  Senior Executive
Worked with Capita India, one of the biggest Business Process Outsourcing company in the United Kingdom.

Key Responsibilities:
· Handling inbound calls and solving customer’s queries.
· Maintaining Average Handling Time of the calls.
· Providing Post Sales service to the member’s policies with Prudential UK.
· Resolving member and financial adviser’s general enquiries regarding their policy and sending information within the set timeline as agreed with the Financial Services Authority (FSA).
· Issuing paper work (retirement quotes and claim form) to the clients or their financial advisers to claim benefits.
· Authorizing and auditing work done by other team members.
· Training new and existing staff, monitoring their progress, providing them regular feedback on the work done and providing inputs on improving their quality scores.
· Preparing training and step up plan for under performers.
· Providing technical referral support to team members.
· Investigating complaints and breaches for the team.

· Analyzing the root cause of complaints and providing feedback to minimize them.
· Providing feedback to team members for any quality errors.
· Attending conference calls and coordinating with UK team for updates in the process.
· Conducting update sessions for the team.
· Preparing process map for complex processes to simplify the work for the new joiners and the existing team members. 
· Managing work queues and allocating work to team members.
· Testing application and reporting defects by maintaining defect log.
Projects: 

Migration of Hartlink System (Customer Database Application) - Jan 2013 to 

September 2013

· I have been a part of migrating Hartlink (Customer Database Application) developed in-house by Capita UK.  
· I went to the UK to test the database and report the defects and get it fixed.  

My job involved:
· Testing the application as per the cases we get on a daily basis.  
· Logging it and providing feedback to the System Development Team.
· Retesting the application after the issue is fixed to see if it is delivering the desired result.
· Preparing Process Manuals with screenshots to train new staff.

· I have successfully migrated the system to Mumbai and delivered System Training to the staff in Mumbai.

Achievements:
· Have passed Certificate in Financial Planning (CF1) UK exam in November 2014.
· Have been Star of the month and Star of the quarter several times.
· Attended training in United Kingdom in Jan 2013 on Customer Database Application.
· Have trained 93 staff members on the new application in Mumbai.
· Subject Matter Expert (SME) of the team.

Training programs attended:
· Basic Skills workshop
· Business writing skills
· Treating Customers fairly
· Risk & Fraud analysis
Apr’07 to June’09
   
     Willis (Mumbai)
                
Accounts Controller
Worked with Willis, one of the leading Insurance Broker of the United Kingdom.

Key Responsibilities: 

· Maintaining books of accounts for different Insurance companies.
· Rendering statements to insurers in the UK for premiums which are payable and claim amount which are receivable.  
· Reconciling statements sent by insurers and arranging settlement for agreed entries.
· Querying with the technical department, by email, for the difference in figures reflecting in client’s and Insurer’s statements of account.
· Clearing the client’s overdue balances by chasing the Client Ledger Keeper.
· Collecting the Debts which are due/overdue from the Insurer. 
· Assisting in developing and maintaining systems for prompt and accurate collection of financial and accounting information.
· Ensuring all Revenue and Expenses are properly accounted for.
· Managing payables and receivables for all the transactions.
Jan’05 to Mar’07
     

United Health Group

  
      Executive
Worked with United Health Group, the leading Healthcare provider of United States. 

Key Responsibilities: 

· Enrolling new customers for various health plans.
· Sending welcome letters to the new customers.  
· Sending emails and letters to the customers to request for the deficient documents.
· Updating database application with the customer’s information.
· Sending emails to the providers if there is any discrepancy in the bill claimed by the customers.
Certifications

(CFP 1) Certified Financial Planning certification from the Chartered Insurance Institute of UK in 2015.
Academics 

· M.B.A from Osmania University, Hyderabad (2004)

· B.Com from Osmania University, Hyderabad (2002)

· Advanced Diploma in Software Technology from Electronics Corporation of India Ltd. (ECIT), Hyderabad. (2003)
Personal Details 

· Date of birth: 23 January 1981

· Marital Status: Married

· Nationality: Indian

· Visa Status: Visit Visa
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