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PERSONAL VITAE








	       Date of Birth: 26th April, 1980
       Marital Status: Single
       Nationality     : Indian
_____________________________________________________________________________________________________
      
EXECUTIVE - OPERATIONS 
Customer Service - Operations - Control & Risk Assessment - Reports – Analysis 
               
Professional experienced with excels in fast-paced environment, adaptable to changing situations and flexible about working overtime. Works well independently and as part of a team. Strong team-working and multi-tasking skills, successfully completes task within time. Possess the highest degree of integrity, supported by a flawless record of maintaining confidentiality.
  
PROFESSIONAL EXPERIENCE: 
Willis Processing Services (I) Pvt. Ltd.                              (May 2015 – Till Date) 
Senior Associate
Responsibilities: 
· Working for renewal for Commercial Policies. Preparing New Quotes and Renewal Information. Creating Exposure Gathering Work book, Side by Side comparison and Carrier Proprietary Application (CPA).
· Creating Carrier Marketing Records and Master Marketing Records. Market Submission of best available carriers. 
· Upon successful completion of the details, send it to the head office for issuance of the Commercial Package Policies.
Achievements:
· Successfully completed Certified Insurance Service Representative (CISR) from The National Alliance for Insurance Education and Research (U.S.A.) of Modules i.e.; Basics of Commercial Property, Business Auto Policy, Commercial Casualty-I & II, Insuring Commercial Property, Risk Management and Agency Operations.
Tech Mahindra Business Services Limited                              (February 2010 –Sep 2014) 
Customer Relations Executive
Responsibilities:
· Handled Email and Call Escalations: Vodafone stores across Australia seek resolution for the issue that has not been resolved on the call. Further level escalation is needed to resolve Customer’s issue. Scrutinise the issue and root cause and to give best the possible resolution in timely manner. Taken Escalation calls for Customer care team, Mobile Experts Team and Sales Support Team. Offered best possible solution to our Customers in order to minimise dissatisfaction and improve Customer Service. 
· Conducted process training: I have conducted process training sessions for newbie’s joining Crazy John’s Sales Support Team. I have trained them on various topics e.g.:  Second service discount, How to check old promotions & eligibility, VIP Discount, Upgrade Promotions, New connections, Port Issues. I have prepared their module around training process and it was validated by Senior Manager. Post training conducted process tests. Analysis for each trainee and their progress report was send to the reporting Manager.
· Prepared process documents: Sales Support Team is an Independent 
Queue which deals only with dealers. We have different process and procedures. In order to help to the newbie’s as well as existing Advisors in the team, I have prepaid process documents. This has helped the team to assist stores on the call effectively.
· Weekly test for the team: Since the team requires up to date knowledge in regards to current offers and promotions at Store level, I have conducted weekly tests for the team. This has helped in identification and alignment with process improvement.
· New Connects and credit check: Assisted Stores for new connections and if they face any issues with credit check and assisted for correct procedure.
· Conducting different analysis: I have done analysis of TIO escalations accounts. To find out the errors done by contact centre. To study the error if it was controllable or not. How to control such error in order to provide best Customer service and less business loss. Analysis of cancelled account. To identify if it was Coverage issue, Customer was unhappy with the brand or was not getting proper Customer service either from Store or from contact centre. Recommendations provided in order to improve poor coverage in Australia. Be the best service provider in Australia.
· Maintaining data for Store Errors: Where the Store has renewed the contract and Early Exit fee has been charged on our Customer’s account. Collating data of such accounts. Escalating issues to Change Management team. This has introduced new process changes and approval process for Store. This has helped business by curbing huge losses due to internal errors done by Store Staff. Monthly reports send to the Head Office. 
· Call Audit: I have done call calibrations for newbie’s and tenured Advisors of the team. Feedback sessions conducted and report prepared in order to provide Process gap identification and alignment with process improvement. Preparing report on areas of improvement and feedback sessions. To find opportunity on FCR.
· Recommendations for Process Improvement: Have provided Process improvement suggestions to our client. Various aspects related to issues like: Supervisor Override, High Usage or Bill shock, Bill Adjustments, Bill Presentation, Credit Checks for new Customer’s, Direct Debit issues. Recommendations were presented in the form of Issues-Resolution-Benefits. This was approved by the Change Management Team.
Achievements:
· Awarded for “Quality Champ” for 12 quarters consecutively.
· Received appreciation emails and calls from Stores and Customers.
· Always achieved target for AHT and worked to reduce on others’ AHT.
  
Citigroup Global Services Limited                                      (December 2007- January 2009) 
Loan Processing Officer 
Responsibilities:
·  Floor Walking: Assisted new newbie’s on the floor. 
·  Escrow Analysis: Calculated interest and principle amount relation to mortgage EMI payment for future payments. Educated Customers about their home owners’ insurance policy payment.
·  Home Loan Payoffs: Assisted Customer to pay off their mortgage loans with the help of amortization system. Explained them the benefits of it.  
·  Recasting: Recasting Principle and Interest amount for fixed mortgage loans. 
·  Forecasting: Forecasting Principle and Interest amount for variable rates loans\ Floating rates. This would help Customers to check the direct debit amount.
· Payments: Processed payments for Home Loans using their bank account details or credit card details. Provided them the reference details for their payments.
· Financial Hardship: In case if Customers are facing issues to pay their Home Loans then send them financial hardship form. Also connect such calls to the collection team for more options.
· Income Tax forms: Customers requesting 1098 for which is income tax form for Tax filing purpose send to the Customers. 
Achievements:
·  Awarded for “Best Quality”.
· Appreciation Calls from Customers.
· Assigned floor walking due to best process knowledge. 
Syntel (I) Limited                                                                      (May 2005 – May  2007) 
Senior Associate
Responsibilities:
· Done audits for process and worked as Quality Analyst. Checked the processed documents for homeowners, Fire, Flood or Wind policy.
· Scrutinise the reason for policy lapse. If it was internal error, then if it was skill issue or will issue of the Advisor. Providing feedback to the Advisor.
· Run report of such errors and find out the gaps. Sent recommendations to the Manager on findings. 
· To confirm the mortgagee clause on Insurance Policy in order to disburse the payment on behalf of the Customer. 
· Policy has been lapsed or reinstated and the reason. 
· Contacted Insurance Companies in order to disburse and pay the premium for all types of insurance policies.
· Conducted Process Training. Trained Advisors from Back Office team and Outbound Team. Send Training Analysis report to the Senior Manager. 
Achievements:
· Awarded “Best Performer” for the year.
· Handled single queue independently due to highest loan processor.
· Highest numbers of appreciations got from Insurance Companies from USA. 
  
Page-point Services (I) Private Limited                             (October 2003 – October 2004) 
Customer Service Representative 
Responsibilities:
· Customer request and complaints regarding tariff, activations and VAS processes.
· Educated Customer about Roaming Rental and charges.
· Informed about new offers and Caller tunes.
· Educating Customer about top ups and paper recharge. 
  
EDUCATION QUALIFICATIONS
· Master of Commerce (M.Com), 2002  
                       M.S. UNIVERSITY OF BARODA 
· Bachelor of Commerce (B.Com), 2000   
                       M.S. UNIVERSITY OF BARODA 
· Certified Insurance Service Representative, 2015
The National Alliance for Insurance Education and Research(U.S.A.)
  
COMPUTER PROFICIENCY
· Basic Computer Knowledge and MS office.

	

	

	


