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Rakesh                    
Rakesh.372361@2freemail.com 

Manager -Customer support with India Experience 
PROFILE

Rakesh Sharma is an accomplished Customer Service Manager with 10 years of experience in Operations, Back office, Handling HNI clients, Quality ,Complaints management, Customer care, Scheduling activities. Award-winning customer service employee with strong written and oral communication skills. Trained and experienced in resolving customer complaints and promoting conflict resolution. Motivated to maintain customer satisfaction and contribute to company success. Proven ability to establish rapport with clients and exceeded cross sales. Reliable and driven, with strong time management and prioritization abilities.

OBJECTIVE
Applying 10 years of Indian experience combined with proven expertise in managing customer Grievances.
EDUCATION
MBA from Department of Management Studies, Kumaun University, Nainital, India (2000- 2002 Full Time)
B. Sc. From G G M Science College, Jammu University in 1998
LANGUAGES 
English - Excellent reading, writing and speaking
Hindi -    Excellent reading, writing and speaking
Punjabi- Excellent in Speaking

SPECIALIZED SKILLS
· Excellent interpersonal and communication skills 

· Multi-tasking abilities with proficiency in organizing and managing different tasks

· Expert knowledge of handling administration and paperwork

· Proficient in assigning duties and scheduling shifts
· Ability of recruiting, training and supervising staff 

· Expert marketing skills to promote business
CUSTOMER SERVICE SKILLS
· Have Patience  and Willingness to Learn                                                 

· Attentiveness  and Goal Oriented Focus                                  

· Knowledge of the Product                       

· Ability to Use "Positive Language"           

·  Time Management Skills,
· Ability to "Read" Customers and handle surprises 
PROFESSIONAL EXPERIENCE

Manager Customer Support, ICICI Lombard General Insurance Ltd (2012-Till Date)
ICICI Lombard GIC Ltd. is a joint venture between ICICI Bank Limited, India's second largest bank with consolidated total assets of over USD 91 billion at March 31, 2012 and Fairfax Financial Holdings Limited, a Canada based USD 30 billion diversified financial services company engaged in general insurance, reinsurance, insurance claims management and investment management. 

Responsibilities and Role details:
· One point of customer contact to resolves product or service problems by clarifying the customer's complaint; determining the cause of the problem (root cause analysis);selecting and explaining the best solution to solve the problem; expediting correction or adjustment; following up to ensure resolution.
· Ensure complaints are forwarded to the relevant department and follow up is carried out in a timely manner as per the process to ensure the complaint is resolved.
· Handling cases in coordination with underwriters of all lines of business such as Health, Motor, Fire, Engineering, Property, Liability etc.
· Check coverage, terms, conditions, premium etc for the proposals received, Interact with operation department for speedy and efficient policy issuance

· Ensuring the booking of the product (policy),cheque pick up, status of policy generation, booking of shipment, dispatch and  delivery
· Tracking and tracing the shipment in coordination with the logistic unit ,Maintaining the records of the shipment
· Assisting and coordinating with client and sales for premium payable for vehicle which depends on Cubic capacity of the engine, Age of vehicle, Geographical Zone, Type of Model, IDV (Insured declared Value)
· Followup for Policy renewals, No Claim Bonus (NCB), If there are any changes in the policy like change of address or modifications to the vehicle or its use, it will be done by an Endorsement by the insurance company. Hence the requested documents to be collected and get the endorsement done in the policy.

· In case of accidental damages claim, to check Claim Form is  duly signed, valid R.C. copy of the vehicle, Valid driving license copy, Policy copy, FIR, if required (For Theft, Third Party Injury/ Damage; Highway accidents - Major only), Original repair bill, proof of release and cash receipt, Any other document as required to investigate the Claim or Company's obligation to make payment for it
· Ensure preparation and publishing of the MIS reports on weekly, monthly basis
ALSO WORKED WITH: 

TATA-AIA LIFE INSURANCE COMPANY LTD (2009-2012), 

FAMILYCREDIT INDIA Ltd (2007-2009)

HDFC BANK Ltd (2006-2007)
CERTIFICATES 
ISO Certificate in complaint handling, Yellow Belt Six Sigma
OTHER INTERESTS

Listening Music, watching YouTube videos
THANKS

RAKESH 
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