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Scaling new heights of success with hard work & dedication and leaving a mark of excellence on every step; aiming for senior level assignments in Process Engineering / Operations Management / Performance Management with an organization of high repute in IT/ITES - Banking Domain (Mortgage / Payments Processing /Reconciliation/Process Excellence) industry
PROFILE SNAPSHOT

An astute professional with 13 years of experience in:
~ Process Improvements


~ Project Management


~ Documentation
~ MIS Reporting



~ Performance Management

~ Team Management
~ Internal Audits



~ Process Trainer
· Currently associated with Scope Internal Ltd., Chennai as Cash Process Trainer
· Demonstrated excellence in recommending improvements to functionality, creating & delivering quality services and providing solutions & guidance to the team, associates and management

· Adept in handling the implementation of new projects to have diversification in business

· Proficiency in performing all operations effectively & efficiently with key focus on bottom line profitability and coordinating with various branches

· Experience in managing functions in co-ordination with internal / external departments for smooth business operations

· Possess sound exposure of banking & financial services domains / IVR generation process / digitalization of process and coordinating with HR team for hiring purpose / risk assessment & audit
· An effective communicator with good coordination, planning and analytical skills
CORE COMPETENCIES

· Implementing service standards & guidelines that serve as benchmark for excellent service delivery thereby contributing towards ameliorated service revenue generation

· Ensuring continuous interaction with the customer to make sure that area of concern can be worked upon for improved service levels
· Monitoring the overall functioning of processes, identifying improvement areas and handling the implementation of the same

· Implementing performance management process including objective setting, development planning and quarterly / annual performance reviews

· Preparing MIS reports & other statements with a view to apprise management of the process operations
· Leading, mentoring & monitoring the performance of team members to ensure efficiency in process operations and meeting of individual & group targets
SIGNIFICANT ACHIEVEMENTS

· Demonstrated excellence by achieved 100% consecutively for 3 years in Customer Satisfaction Surveys

· Certified as Green Belt for Six Sigma project 

· Holds the distinction of being appreciated :

· From client for committed work and only available resource since November 2011

· By Group lead for achieving 50 Million Rands benefits for Home loans less than 1

· Acknowledged with:

· Customer Appreciation Award for Jul’10

· Team of the Quarter of Q2 2010

· Customer Appreciation Award for Jun’09

· Star of the Quarter for Sep’09

· Customer Appreciation Award for Nov’09

EMPLOYMENT DETAILS

Since Feb 2015: Scope International Ltd.,(Standard Chartered Bank, UK). (Chennai)
Growth Path:

Feb’15 to Present: Manager - Cash Management – Process Trainer (Chennai)
(Payments Processing/Investigation/Regulatory and Compliance Training)

Key Result Areas:

· Responsible for providing cash training for all new joiners(Payments, Clearing, Collection, charges, Reconciliation)
· AML training for payment unit

· Internal Control documentation review

· Preparation of dashboard for management on current view

· Conducting Wire Transfer and Cash  management guide procedure to cash staff’s

· Nomination based group learning for cash staff’s

· Responsible for new joiners completion of mandatory ELearning as per bank requirements
· Managing new joiners productivity and error monitoring

· Preparing operational loss and impact training for cash staff’s
· Allocating trained staff to respective unit requirements
Since Aug 2008 to Feb 2015: Tata Consultancy Limited., (Chennai)
Growth Path:

Nov’11 to May’14: Process Improvement Consultant (South Africa)
Since Jun’14 to Feb’ 15 : Internal Quality (Chennai)
Key Result Areas:

Internal Audit Control Manager 
· Administering the activities of initiating internal audit for retails process
· Accountable for assigning auditors for various processes across Chennai

· Reviewing process entitlement, CSS and perform RCA

· Generating IQMS related reports, preparing flow for non-confirmation findings

· Managing the operations of following-up for audit finding and completion
Highlights:

· Successfully attended extensive training on internal auditing accepts and currently piloting internal auditing standards for Q2

Key Result Areas:

Process Improvement Consultant: (South Africa) 
· Handled the activities of Performing Lean six sigma and green belt projects
· Involved in the designing of end to end process/program for various personal products

Highlights:

· Successfully completed the following projects:

· Home Loans - Less than 1

· Salary Switching for Personal and Inclusive Banking
· Student Loan Query Process

· Direct Marketing Campaign process

· HR Survey Enablement

· Building Loan Process

· Debit Order Switching for Personal and Inclusive Banking

· Digitalization of account origination

· Paperless Process across products

· Instant Money Process

Aug’08 to Oct’11: TCS Ltd. Location as Assistant Manager

(Payments Processing/Investigation)
Key Result Areas:
· Responsible for following up on all the escalation procedures for Client, HR, Admin and all employee related queries

· Prepared Monthly Call Agenda, Monthly Volume Billing, Process Notes and Change Control Document

· Provided reports of product analysis on volumes to the seniors

· Handled the activities of systems like Citi FT, Flexcube, Orbiflow, PRPC

· Carried out an analysis on customer to initiate/promote different products via their RM’s

· Managed the operations of presenting Monthly Ops review to Management

· Monitored a team of processors involving in Cross Border Fund Transfers, Reconciliation for Citibank Tanzania/Kenya

Highlights:

· Effectively handled the project done on Exception Reduction

· Successfully completed Six Sigma Green Belt Training 

· Served as SPOC for all PVT and UAT testing

(Refer Annexure for Projects Undertaken)
PREVIOUS EXPERIENCE
Feb’08 to Aug’08:
Adventity BPO, Chennai as Deputy Manager (Mortgage Processing)

(Facilitating loan processing team for US Mortgage from submission for approval till closing of the loan)
Key Result Areas:
· Led a team of 18 people and handled the operations of setting targets for the team members based on the volume trends
· Carried out timely & weekly meeting as when required and appraisal for team members

· Served as SPOC for all:

· Queries from Underwriting, Loan Officer’s, Lender documentation, Title Companies and Closing team

· Pending document and issues related to the loan

· Member of PIT (Process Improvement Team)

· Generated daily, trailing document, monthly MIS and snapshot for management actions

Aug’06 to Jan’08:
Zenta- D/B/A GRO, Chennai as Senior Analyst (Cross Trained)

(Mortgage Underwriting (Underwriting Submission/Post Closing Audit))
Key Result Areas:

· Led a team of 6 people and managing the activities of documentation of loan package to the investors

· Accountable for preparing SOP for Post-Closing Audit processes, Process Map (Microsoft Visio), Defect Definition, Defect Analysis and Trend Analysis
· Handled the activities of underwrite - approve/reject a mortgage loan by analysing the borrower's credibility in compliance to Federal Laws and Investor guidelines

· Responsible for performing QC on all loans before shipping the loan to investors based on the guidelines

Apr’03 to Aug’06:
e-Serve International Ltd. (A Member of Citigroup), Chennai
Growth Path:

Apr’03 to Mar’06: Processing Officer/Supervisor (Cross trained)

Apr’03 to Mar’06 Supervisor (Cross Trained) (Insurance Applications)

Apr’03 to Aug’06: Supervisor (Cross Trained) (Mortgage Title Applications (Cross Trained))

Key Result Areas:
Supervisor (Cross Trained)

· Led a team of 16 team members and managed the process which involves validating of vital information’s like Deed, Legal Description, Tax, Mortgage, Judgment, Chain of title, UCC, Foreclosure of the borrower into the online system
· Involved in managing the operations of insurance Applications Appraisal/Validations (Approving) (Cross Trained)
· Responsible for approving mortgage title insurance applications, addressing the special request and training professionals for the processing
Processing Officer/Supervisor (Cross trained) (SMART Applications (Citigroup related))
· Led a team of 15 team members and performed & produced the best quality & production
· Managed the processing mortgage applications and training professionals for the processing.

· Accountable for handling RCSA documentation.

Supervisor (Cross Trained) (Insurance Applications)
· Handled a team of 15 (Vendor Program) and generated MIS Reports
· Provide training to the professionals for the processing of Insurance Applications

ACADEMIC QUALIFICATIONS
· Master of Business Administration from Madras University, Chennai in 2007
· Bachelor of Computer Application from Madras University, Chennai in 2003
CERTIFICATIONS
· Certification from NIIT for the following skills: 

· Operating System:

Windows 98, 2000, NT, XP.

· RDBMS:



IBM DB2 (certified for 512)

· Process Modelling Tools:

ARIS and BML

· Applications:


Microsoft Office 

PERSONAL DETAILS
Date of Birth:


7th August, 1981

Languages Known:

English, Tamil
Location Preference: 

Middle East, United Kingdom, Australia, United States – overseas
Nationality:


Indian
Marital Status:


Married
No. of Dependents:

3
Annexure

PROJECTS UNDERTAKEN
Title:


Green Belt Project – Exception Reduction
Scope:


Funds Transfer Products, Speed Collect and Expense Processing

Duration:

4 Months
Description:
The objective of this project is to reduce the exception %.The current average Exception% is around 3.5%. Under this project took the following approach DMAIC which means:
Define – SIPOC, Process Map

Measure – Baseline IMR, Target Validation

Analyse – Root Cause analysis (Fishbone), Chi-Square, Pareto, Drill Down

Improve – Problem Area, Areas of Improvement, Action Plan, Brainstorming, 

Control – Tracking Improvements, Control plan

Project Benefits:
· This project helps in:

· Reduction of exception percentage from 3.5% to 1.72% 

· Tangible Benefit of .1 FT saves per month.

· Reduced system sign off from 11 Pm to 9 Pm

· Effectively Improved:

· TAT leading to better customer satisfaction

· Efficiency and productivity in the unit thereby customer delight

Others:
· Successfully handled the following Lateral Projects:
· Exception analysis report to reduce Exceptions being raised – Completed Green Belt Six Sigma Project – Green Belt Certified

· TOD Analysis report to advice Clients RM’s
· ROF Analysis report to advice Clients RM’s
· Ops Control report to advice customers and reduce cost in transfers

· Preparation of Current Invalid Beneficiary report

· Analysis on Repair payments to increase STP rate


