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Job Title  : Subject Matter Expert (Customer Service)
Company : Cognizant Technology Solutions


	Objective

	To work in an environment that offers me challenging opportunities, to utilize my skills and knowledge and to deliver Quality performance.


	Education Qualification

	· Master of Computer Applications from Manipal Institute of Technology
· Bachelor of Computer Applications from Vidyaniketan Degree College


	Job Experience 

	Technology Solutions since 16th January, 2013
Patient Services Representative – 17 months of relevant experience in Healthcare with good knowledge of Healthcare concepts. Promoted as Subject Matter Expert in the month of December 2013.
Infosys BPO Ltd from 19th September 2011 to 14th January, 2013
Technical Support – 16 months of relevant experience in telecom operations with good knowledge of telecom concepts in IT/BPO environment.



	Job Responsibilities and Tasks

	United Kingdom Telecom - Technical Support

I was part of multinational telecommunications services company, who had operations and global services around 170 countries.

I was responsible for wholesale leasing of PSTN lines, broadband services and other telephony services to retail customers. This includes jobs, which requires telecommunication knowledge. I am trained on broadband, IT services, hard ware, Network concepts, telecommunication service providers etc.

The customer would contact our retail department in case of PSTN line issues, broadband issues and I was responsible to analyze and troubleshoot the problems remotely using interactive tools and applications.

I had to run applications and based on the results, I would use different tools to trouble shoot the PSTN/broadband issues.

In extreme cases, I interact with the PSTN/Broadband Engineers and send them to the customer location. The Engineer would fix the issue and I was responsible to make sure if the customer issues are resolved.

Once the customer issue is resolved, I am responsible to check and monitor the Engineer jobs and ensure the customer is charged appropriately. 

Any disputes regarding the Engineer charges, I had the complete authority and access to add or wave off the charges towards the customer bills.
Based on the analysis and solutions I provide, our department (broadband) would get the Revenue.

United States Health Care / Insurance - Patient Services Representative

The US Health Insurance mainly consists of the Payer (Insurance), Patient and the Provider (Physician). I work on behalf of the Providers. This includes tedious tasks, including the job which requires Medical practice. I am trained in US Health Insurance, Medical terminologies, Anatomy, Medical Equipment etc.

There are Sales representative acting as a middleman between Physician and our Company. Once they provide us the patient file, below are my responsibilities.
Benefits and Eligibility Verification: I collect the patient insurance details and interact with the insurance to check their plan benefits, verify their eligibility and provide feedback to the Sales Rep accordingly.

· In case of Workers Compensation/Motor Vehicle Accident, I have to interact with the Adjusters and explain the patient condition and make sure the patient insurance claim is Approved. Adjuster is the authorized person responsible to Approve/Deny the claims submitted.

· In case of any disputes between the insurance and the patient, I call the patient's Attorney to explain the situation and make sure the Attorney helps the patient, to get the settlement from his/her insurance.

Pre-Authorization: Once I confirm the patient has active insurance then we enter the Medical part of the process. I will have to read, understand and analyse the patient's x-rays/MRI/radiographs/surgery report to decide whether the patient treatment would be covered by the insurance. Most importantly I need to be very good with Insurance terms/guidelines/criteria etc.

· If required, I will have to call the insurance Nurse Reviewer/Medical Director, to explain the patient condition and make sure they approve the claim.

Revenue Management: Based on the analysis, I would decide if the patient medically needs the service. Based on my decision the company would get Revenue/Non Revenue

Denial Management: In case the insurance denies claim payment, I would set and appointment between the Physician and the Medical Director (Insurance). Based on their discussion, Medical Director would Approve/Deny the claim.

· In case they deny again, then I would appeal, with additional strong documents/physician letters to ensure claim payment.

Sales Rep Commission: I would be interacting with Sales Representative in order to receive all the necessary documents from the Physician. I am responsible to ensure that, the Sales Rep gets his monthly commission timely.



	Skill and Knowledge 

	· Knowledge of Telecommunications, network and hardware concepts

· Knowledge of Medical terminologies, insurance concepts and anatomy

· Strong analytical, presentation and communication skills 
· Advanced knowledge of MS Office packages

· Problem solving skills and system understanding 
· Team handling skills
· Strong planning, organizing and teamwork skills – ability to coordinate with other cross functional groups and customer contacts to meet goal (s)
· Time Management Skills 

· Flexible in working across time-zones
· Understanding of Global Environment 

· Knowledge on Quality concepts & usage of quality tools (Yellow Belt trained and initiated couple of YB projects)


	Achievements and Awards

	· I have received extra miler awards for highest Customer Satisfaction of the quarter. This helped our team stand out among other teams.

· I have received extra miler award for best Quality scores of the quarter.

· I have received spot award for exemplary performance in upholding the spirit of Infosys.

· I have received spot award for being top in performance ranking.
· I have received top performer award for increasing the process productivity.

· I have received award for dedicated service in Healthcare.
· I was an active member of Six Sigma Yellow Belt Project, which helped improving customer satisfaction.


	Personal Details

	Date of birth

10th January 1986
Marital status

Single
Gender

Male

Language

English, Hindi, Kannada, Malayalam and Tamil
Hobbies
Music, Dance, Painting, Sports and Games
Extracurricular activities
NCC ‘C’ Certificate Holder
National level Foot ball player

Won prizes in National level shooting competition

State level Basket ball player

State level Athlete
Part of music bands in India (Vocal)

Participated in State level Dance competitions

Reference would be provided on request.



