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Summary

Dedicated customer service &operations manager with 12years of experiencein Back office Operations(UK Life &Pensions),Insurance, Quality Management, Metallurgy and Metal Fabrication. Consistently achieved set benchmarks, and was instrumental in turnaround of underperforming operations.Have always lead by example and ensure the execution of all policies.
Objective
I aspire to pursue challenging and rewarding assignments with a well appreciated organisation. 
Areas of Expertise

	Customer Service Management

Complaint Handling & Resolution

Training 
	Stakeholder Management
Quality Management & Implementation
Forecasting & Projections

	Teambuilding 

Cost-Reduction Strategies
Process Management



Professional Experience
CAPITA India Private Limited -Mumbai, July 2010 to Nov 2014
Team Manager-Operations

As Team manager was responsible to manage the Prubond claims team, consisting of 21 Senior Insurance Executives &
3 Process Leaders.
Prubondclaims deals with settling claims payments for policyholders and FA’s for UK Life policies
Key Accountabilities
· Manage day–to-day planning and operations of the team ensuring that it continuously delivers on quality, speed and accuracy within the agreed upon KPI and SLA frameworks; 

· Manage and optimize workflows (pipeline and individual work queues) and associated costs through appropriate resource planning and management of OT and FTEs;

· Conduct and oversee quality and work audits and ensure that the team is compliant with internal and external regulations and procedures;

· Monitor & control breaches to ensure smooth functioning in accordance to the pre-set deadlines, procedures and service standards;

· Participate in calls with the client to understand expectations, provide feedback,MIS and resolve queries or escalations;

· Cascade changes in regulations and industry practices to the team;

· Identify, facilitate and implement process improvement initiatives to improve efficiency;

· Coordinate with the Process Leader (and at times the onshore team) to conduct needs analysis and facilitate / impart process & soft skills trainings for the team; 

· Identify and facilitate development of training Champions/Subject matter experts within the team

· Report on team performance, customer feedback and daily activities; 

· Liaise, coordinate and manage relationships with other departments, the onshore operations team; 

· Monitor and manage team’s leave, attrition, attendance, breaks;

· Lead, develop and  coach Team Members and the Process Leader;

· Prepare periodic MI reports for the client and compliance team; and

· Conduct periodic performance appraisals and feedback sessions for the Process Leader and Team Members and provide on-time feedback.
CAPITA India Private Limited –Mumbai,Nov 2008 to June 2010
Process Leader-Operations

Key Accountabilities
· Conduct quality audits of cases processed by Team Members. Analyze Quality data to reduce Quality fails. Also, ensure adherence to compliance with quality initiatives.

· To coach mentor and train the team on client and company procedures and to become the first point of contact for process related escalation and participate in process improvement initiatives/projects.

· Identify any internal breach and resolve/escalate it to the team leader. To do analysis on complaints and breaches to meet the required targets.
· Prepare Business Process Manuals with detail information of the process and ensuring that it is updated at all times.

Prudential Process Management Services -Mumbai, June 2006 to Oct 2008
Insurance Executive
Was employed with PPMS – Mumbai, as Insurance Executive in RIG Quotes Dept.

Key Accountabilities
· Service the policyholders & financial advisers various requests.

· Delivery on KPI’s(Quality, Accuracy & Productivity)
Jewel Metallochem Laboratory Pvt Ltd -Mumbai , July 2002 to Mar 2006
Asst. Quality Manager, Feb’04 to Mar’06

Previous Positions: Testing Engineer, Jul’02 to Jan’04
Was employed with JMLPL–Mumbai, as a Testing Engineer in the Mechanical Dept.
Got promoted within 19 months as a Asst. Quality Manager
Key Accountabilities
· To Implement & Maintain the Quality System within the organization. 
· Handling & Resolving Complaints, Supervising day to day activities of thelaboratory.

Education
· Completed Postgraduate Diploma in Business Administration (Finance) in June 2009 from Welingkar Institute of Management.

· Bachelor of Science (Physics) from Mumbai University in March 2002.

· HSC from Mumbai Board in March 1994.

· SSC from Mumbai Board in March 1992.
	The Chartered Insurance Institute – UK (CII)


· CF1- Certificate in Financial Planning in August 2009
· FA2- Financial Administration Pensions in May 2010
· FA1- Financial Administration Life in December 2012
Trainings Attended

· Yellow Belt Quality Training

· Performance Management Workshop
· Managers Guide for Employee Practice
· Basic skills Workshop

· Uncertainty of Measurements
· Workshop on IS0/IEC 17025
Computer Proficiency

· Comprehensive working knowledge of Microsoft Word, Microsoft Power Point, and Microsoft Excel
Achievements & Highlights

· Was involved in the FMEA(Failure Modes Effect Analysis) Projectthat deals with identifying risks &  failures in the process and providing recommendations to improve process controls for CAPITA in 2014
· Was nominated for the Yellow Belt Quality training in Sep 2014 atCAPITA
· Won the Team Manager of the Quarteraward for the period June 2013 to Aug 2013atCAPITA
· Successfully completed the Active Manager Program with Level 1 Certification conducted by an external agency (Trinity Horne –UK) at Capita in the Year 2012 - 2013
· Got promoted as “Team Manager” in July 2010 atCAPITA INDIA PVT LTD.
· Successfully completed the CII-UK Certifications, CF1, FA1 & FA2 (2009 to 2012) examinations in the first attempt, also topped the CF1 batch with 87%
· Was selected for the PPTA Migrationin 2010atCAPITA, for which I had to travel to UK for a 10 weeks training, based on the results of the Test set by the PPTA team in UK and also topped the batch.

· Was chosen to train a Batch of 21 trainees on OPAL New Entrant Product training at CAPITAin 2009  and based on the training conducted was certified as a trainer for new entrants. 
· Was involved in the Legacy Vestings Migration Project in 2009 at CAPITA, this was aimed at standardizing the annuity process for pension policies and bringing all the vesting output under a common application(AQUA)
· Won the Process Leader of the Quarter award for the period March 2009 to May 2009atCAPITA
· Got promoted as “Process Leader” in November 2008 atCAPITA INDIA PVT LTD.
· Have done all Regulatory Tests (like Anti Money Laundering-AML, Understanding Financial Promotions, Healthy & Safety Requirements, Data Protection Requirements, SOX Requirements- Sarbnes Oxley)
· Won the Star of the Quarter for the period December 2007 to February 2008atCAPITA
· Won the Star of the Month in October 2007, January 2008 & February 2008 atCAPITA
· Got promoted to the post of "Asst. Quality Manager", in February 2004 atJewel Metallochem Laboratory Pvt. Ltd.
· Was involved in the NABL accreditationprocess for Jewel Metallochem Laboratory Pvt. Ltd, and wasresponsible for getting the accreditation at the first attempt of the NABL audit with minor NC’s for the Laboratory
Languages

· Written and Verbal fluency in English, Hindi & Marathi
· Conversant in Tulu
Extra-curricular/Hobbies

· Reading, Playing and Watching Sports and Listening to Music.

· Represented Prudential in the Football matches for the MDFA league
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