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Seeking senior assignments in the field of Operations Management / Administration / Business Development with reputed organizations.

PROFESSIONAL SYNOPSIS

· A self – starter motivated candidate with 6 years of impressive experience in directing operations in Healthcare Sector.

· Gained expertise in activities in the domain of Operations, Administration, Business Development, Marketing, Trainings, Purchase, Accounts Receivables Management, Insurance Coordination and Customer Care.

· A proven planner, strategist cum implementer with recognized proficiency in spearheading operations/ business with an aim to accomplish corporate plans & goals successfully.

· Demonstrated prowess in escalating business progressively by undertaking organizational restructuring, and generating significant cost savings. 

· Holds the distinction of leading and managing the operations and contributed higher rate of organic growth. Demonstrative excellence in conceptualizing and implementing various business strategies.

AREAS OF EXPERTISE 
Operations Management

· Monitoring overall functioning of insurance claims processing ensuring compliance to the agreed Service Level Agreement (SLA) levels. 

· Handling of Medical & Hospital claims.

· Enlightening awareness about process through training sessions and discussions with the process teams.

· Advocating process compliance via regular review meetings.

· Generating weekly & daily reports. 

· Liaising with various departments within organization to gain support /resolving issues.

· Monitoring rework claims where the claim has been paid wrongly either due to the error on the part of the Insurance Company or on the part of the examiner who processed claim. 

Business Development 

· Micromanaging complete Unit operations with key focus on top line and bottom line profitability by ensuring optimal utilization of available resources.

· Managing marketing and sales operations for achieving increased growth & bottom-line profitability and initiating market development efforts.

· Conceptualizing and implementing competent business strategies to market a wide range of Services and achieve pre-set sales and profit targets. 

· Analyzing latest marketing trends and tracking competitor’s activities and providing valuable inputs for fine tuning sales & marketing strategies.

Customer Relationship Management 

· Managing customer centric operations & ensuring customer satisfaction by service quality norms in the organization.

· Attending to clients concerns & complaints and undertaking steps for effectively resolving them. 

· Maintaining cordial relations with customers to sustain the profitability of the business. 

Team Management 

· Creating & sustaining a dynamic environment that fosters development opportunities and motivates high performance amongst team members.

· Leading, managing & monitoring the performance of team members to ensure efficiency in meeting of individual & group targets. 

· Determining training needs of associates and conducting suitable training programs to enhance their operational efficiency leading to increased productivity.

· Assisting the claim team in resolving pending matters with various Insurance Companies. 

CAREER CONTOUR

Jan’09 -Till Date

Karama Medical Centre’s (Group), Dubai, U.A.E.







     Operations Manager

Karama Medical Centre’s is a well-established organization in providing expertise medical care since 1992. The company is planning a major expansion in UAE; currently it has 5 medical Centres and 2 Pharmacies and has plans for setting up many more medical centres with attached pharmacies and a full-fledged Diagnostic Centre, two immediate projects are KMC (DIP) and KMC (Al Barsha).  The Group also has a TPA company called E-Care International. 

Job Responsibilities:

· Steering initiatives for Business Development. 

· Developing plans for delivering growth by identifying key clients, key targets, priority service lines and activities, which will drive focus on revenue generation and profits.

· Utilizing market information and personal network to develop marketing intelligence for generating leads.

· Visiting the identified key clients to understand their Healthcare needs, analyse and recommend accordingly.

· Constantly interact with the clients to design the desired medical coverage scheme and work towards meeting the client’s requirements within the prescribed budget.

· Design the annual Corporate Health care packages (HMO schemes) inline with the client’s requirements.

· Run the scheme through network of Medical Centres, Diagnostic Centre and Pharmacies (Handling a network of 30 clinics and an equal number of Pharmacies).

· Provide Inpatient Coverage in Government Hospitals or Private hospitals depending upon the agreement and the annual premium.

· If the client does not wish for annual Package, alternative design and provide the medical coverage on a monthly credit basis.

· Work closely with the Insurance Brokers to generate business. 
· Formulating & implementing various Health check ups, promotional activities to generate business by way of corporate tie-ups, to achieve revenue targets and also providing the best service in the Industry to the clients. 

· Upon clients request Setting up clinics in the labour camps for large Construction Companies; manage the supply of medicines at these camps within the prescribed budget.

· Setting up clinics in the hotel premises to provide medical services to the hotel employees and guests.   

· Arrange Doctor’s for the labour camp visits, hotel visits and charge accordingly on monthly basis.

· Enabling continuous flow of information among clients, medical practitioners and the management there by facilitating superior client satisfaction.
· Getting the Medical Centres empanelled with various Insurance Companies.
· To build good relationships with the Insurance companies and route business to the medical units and pharmacies. 

· Market Penetration - To Identify potential locations to set-up new Medical Centres and Pharmacies.

Accomplishment:
· Successfully managing a clientele of more than 100 clients on HMO scheme. 

· Worked closely with Cyber Zone Computers on a project to get the Medical Centres IT enabled, the project was successfully completed within a short span of 2 months.

· Independently handling all the IT issues including the networking issues without any supervision. 

Mar’03-May’08


Dr. Moopen’s Group, Dubai, U.A.E.








Assistant Manager – Operations

Dr. Moopen’s Group is a leading professionally managed Healthcare group in the Middle East, with branded Medical Centers, Pharmacies, Super Specialty hospitals, Out Reach Medical centers and Healthcare Consulting Services.
Growth Path: 

- Joined the Group as Customer Service Executive in Mar’03.

- Promoted as Insurance Coordinator in May’04.

- Promoted as Asst. Admin Supervisor in May’05, was awarded additional responsibility to carry out trainings for the staff members (including doctors, customer service staff, billing and paramedic staff) at Al Rafa Hospital for Maternity and Surgery when the Group’s first Hospital was launched in UAE in Jan’06.
- Got promoted as Asst. Manager Operations in Jun’06.    

Job Responsibilities:

Operations & Administration Management:

· Reporting to the General Manager – Finance & Administration.

· Handled entire Operations of the assigned SBU’s Independently.

· Authorized to make strategic decisions on behalf of the Organization.

· Implement the policies laid down by the Corporate Office.

· Prepare weekly and monthly duty schedules for the entire Doctor’s, Paramedic, Customer Service and other Support Staff.

· Responsible for scheduling annual leave plan for all the employees.

· Manage sick leaves, emergency and compensatory leaves and ensure optimal utilization of available Human Resources.

· Prepare leave updates and calculate the number of day’s salary deductions if any and forward the same to the HR Department for further processing of salaries.

· Carry out induction for the new joiners.

· Supervise and coordinate with HR and PR departments for Visa processing of new Joiners.

· Monitor and supervise the timely renewal of Visa’s of all the staff.

· Monitor and supervise the timely renewal of Medical Centre’s (Trade & DOH Licenses), Doctor’s and all the other Paramedics DOH Licenses.

· Monitor the monthly submission of Patient’s Statistical Data in the prescribed format to the Department of Health.

· Manage transportation for all the employees; supervise the bike messengers for timely collection of blood samples from the various Medical Centres and Delivery of reports.

· Preparing monthly performance reports.

· Monitor competitor activities and gather feedback from clients in order to identify the drawbacks as well as areas of improvement.

· Identifying & managing problems, investigating & providing recommendations for operational efficiency and providing hands on guidance and leadership to all staff. 

· Ensuring overall smooth functioning of office in terms of handling day-to-day operations, dealing with vendors, customers, dispatchers, couriers & staffs.

· Rendering team support and ensuring proper coordination among employees.

· Essaying a key role as a mediator between employees and the management to resolve matters.

· Directing the workforce and ensuring that policies and directives are met appropriately through providing effective training, workshop, seminars etc.

· Periodically imparting trainings to all the Doctor’s, Nursing Staff, Front Office Executives and other related staff on the customer care concepts and the latest developments / changes in the field of medical insurance.     

Facility Management:

· Supervise the outsourced cleaning company employees to carry out regular cleaning of the premises.

· Supervise the maintenance works (e.g. Electric work, Plumbing work etc).

· Supervise periodic fumigation of Medical Centres and Equipments.

· Monitor timely disposal of Medical waste by the waste collection company.

· Negotiate and finalize contracts with third parties, e.g. Waste Collection Company, pest control and cleaning company.

Procurement / Purchase Management:

· Monitor stock levels.

· Maintain stock details.

· Identify and recommend particular brand of Medicines and Medical Equipments to be purchased.

· Negotiate with the suppliers on pricing, terms of payments, credit period and also negotiate to obtain higher bonuses on purchase.

· Prepare LPO’s.

· Cross check and verify the invoices received against the issued LPO’s, approve the same and forward to the accounts department for payments.

· Initiated centralized purchase system for the group.
Billing & Insurance Coordination:

· Monitor the billing process.

· Randomly check and verify the correctness of the invoices generated by the billing executive’s on a regular basis

· Verify the collection of deductible amount from the insured patient.

· Monitor and supervise the prompt corporate credit billing.

· Calculate the quarterly premium for the corporate’s that are on the annual HMO schemes and promptly generate invoices.

· Supervise the coordination with the various insurance companies to seek approvals prior to carrying out major Procedures, Investigations, Surgeries and Maternity Procedures.    

· Monitoring the timely submission of all the claims at the end of the month, interacting with the Doctor’s in the Insurance Companies to reclaim the rejected claims.

· Provide support to the corporate’s by assisting in filling the Insurance Claim Form, provide necessary supportive documents in order to file claim to the Insurance Company for reimbursement.

· Depth recovery and analysis.

· Supervised the Insurance Billing and claims department of Al Rafa Hospital for Maternity and Surgery.

Accomplishment:

· Successfully achieved the targets and expectations set by the Management but have nearly doubled it.

· Grabbed a Million Dirham contract with Kulak Construction Company (Turkey based Group) for extending Healthcare Services for the staff recruitment to Iraq as a representative of Dr. Moopen’s Group in India. (Lead the team at Dr. Lal’s Pathlab in Chandigarh, India as a representative of Dr. Moopen’s Group, to carry out Pre Employment check up for employees of various categories to be posted at the US Army base camps in Iraq).    

· Won 195% of one-month salary as incentives for excellent performance for the year 2006, the same year one of the unit’s under my Leadership achieved 117% of the set target.  

· Recognized as a part of the active Inquiry Committee of the Group.

May’01-Jun’02

Hughes Tele.Com, Goa, India






Call Centre Executive cum Programmer

- Hughes Tele.Com is a U.S Telecommunication Company based in Goa, India. 

Job Responsibilities:

· Worked as a directory assistant handling 197 customer inquiries and customer service. 

· Handling inbound calls.

· Along with a team developed a search engine using VB 6.0 and Oracle, which is used by the Company.
EDUCATIONAL QUALIFICATIONS

· MBA (Operations Management) from MAHE Manipal Dubai Campus, Academic City, Dubai, UAE in 2008.

· B.Sc. (Computer Science) from St. Xavier’s College, Goa, India in 2001.

CERTIFICATIONS

· MSCE– Microsoft Certified System Engineer (2003) in 2005.

PERSONAL DOSSIER

Date of Birth


:
7th January 1980  

Languages Known

: 
English, Hindi, Urdu, Konkani & Marathi


Nationality



:
Indian

Marital Status


:
Married
Driving License


: 
UAE.
