BENJU 
Benju.346002@2freemail.com 

Seeking assignments in Branch Management/ Client Servicing Management with an organisation of high repute in Banking/ Insurance/ Financial Services Industry

EXECUTIVE SUMMARY

· An incisive & result oriented professional with more than 12 years of experience in Branch Management, Client Servicing and Team Management. 

· Currently associated with Sign & Display Est as, Manager - Administration.
· Competent in implementing effective solutions to the customer needs, with an aim to improve customer contentment and consequently customer loyalty, repeat and referral business.
· Resourceful in managing the entire gamut of the branch operations & customer service
· Endowed with excellent relationship management and communication skills coupled with ability to handle subordinates effectively.
PROFESSIONAL EXPERIENCE

Sign & Display Est,  Riyadh




                                Since Oct, 2015
Manager - Administration
 

Role:

· Responsible for managing a team of, 36 employees, based out of multiple location. Responsible for ensuring that there is a continuous improvement in standard of performance & quality within the organisation.
· Establish and implement departmental policies, goals, objectives and procedures.

· Working closely with the finance, warehousing & other department to ensure, seamless functioning.

· Part of the team, involved in, negotiating purchase contracts of, materials.
· Responsible for coordinating with the, freight forwarder & seller for tracking of abroad consignments, from origin upto their, delivery at Sign & Displays warehouses; to ensure that demurrage & other cost are not charged & also, to ensure that, there is no shortage of any item. 

· Responsiblity for appointing vendors for, carrying out various activities at various office’s.

· Creating, managing & analysing performance data & information.

· Ensuring compliance to all environmental, health & safety guidelines.

· Producing operations manuals which define, how the business is to be run.

· Responsible for, ensuring that the, collection of, receivables takes place, within the set timelines.

· Maintain all databases including financial and staff reports & prepare expenses budget and operate within its limits. 
· Directly supervise office support staff. Responsibilities include: interviewing, hiring, and training employees; planning, assigning and directing work; appraising performance; addressing complaints and resolving problems
CANARA HSBC OBC Life Insurance





 May’08 – August 2015
Growth Path:

Centre Manager (Grade 7) - South Kerala


May’08-May’10
Centre Manager (Grade 6) – South Kerala         

May’10-Aug’15
Branch Operations Management

· Steer complete Branch Operations; coordinate with HO and RPC for various matters such as issuance of policies and other process follow-ups.

· Interact with all the Bancassurance Channel Partners – SMGB, CANARA, HSBC, OBC.
· Ensure the preparation of MIS reports; other correspondences to provide feedback to Top Management.

· Facilitate 100% Error Free new Business and Policy Servicing.

· Handling complete NB & PS business sourced by 150, bank branches, spread across South Kerala.
· Actively involved in set-up of spokes & CAMs processing centres, across South Kerala.

· Responsible for entire gamut of administration related activity at the branch.
· Responsible for, selection & empanelment of vendors, cost approval for local purchases & other expenses.
· Ensure that branch activities follows, established standard procedures.

· Coordinate with govt & pvt agencies, for CSR, marketing & other activities.

Client Servicing

· Supervise customer service operations for rendering and achieving quality services as well as optimizing client satisfaction levels.
· Achieve revenue and profitability goals by encouraging the client to utilize the organizations resources.
· Develop strong knowledge with respect to the Business and the Verticals in which the client operates and accordingly download the same to respective stakeholders within the organization.

· Assess customer feedback, evaluate areas of improvements & provide critical feedback.

Team Management

· Determine training needs of employees; conduct suitable training programs to enhance their operational efficiency leading to increased productivity.

· Provide Support and Training to sales staff in office orientation, filing procedures, proposal filing, and various other internal processes etc.

· Create an environment that sustains and encourage high performance; motivate teams in optimizing their contribution levels.
· Responsible for recruitment of on-roll & off-roll employees.
Underwriting & Claims

· Scrutinize activities pertaining to underwriting in all portfolios, including risk analysis of proposals & issuance of policy documents.

· Performing processing of claim paper and follow up of the same. 

Achievements:

· South Kerala region being ranked as the best performing region for the year, 2009-10, in terms of operation parameters.
· Responsible for roll out of South India Branch Performance Dashboard & monthly branch visit template.
· Being selected for training on, “Managerial Effectiveness”, conducted by Doors(Holland), as part of the CHL career progression plan. 
· Coordinator of “Small Hub” project of, South Kerala.
Aviva Life Insurance 








 May’04-May’08
Growth Path:

Executive, Branch Operations


May’04-Feb’06

Assistant Manager, Branch Operations

Mar’06-May’08
Role:

As Assistant Manager, Branch Operations:

· Managing timely & accurate issuance of policies.

· Coordinating the activities of the "Underwriting Support" team of Kerala.

· Ensuring a quality check of all data entry & processing.

· Providing an efficient, effective, professional & courteous service to intermediaries and customers.

· Complying with established company procedures in a consistent manner and contributing to the introduction of improvements whenever possible.

· Managing the companies business at Trivandrum, Kollam & Pathanamthitta.

· Preparing and rolling out the process notes for existing & new business.

· Working as an coordinator for CMS tie up with various banks in Kerala.

· Proficiently liasioning with the large number of bank partners.

· Providing the support infrastructure & service support to sales to achieve targets.

· Ensuring fraud & risk parameters are under control & also ensuring smooth location coordination.

· Ensuring the satisfactory process, service & internal audit rating.

· Coordinating for new & existing business quality dashboard of Southern Region.

· Maintaining delivery schedules during increased month end processing & access volume & advice cut off dates for month end processing.

· Monitoring overall functioning of process, viz, policy issuance, identifying improvement areas & implementing adequate measures to maximise customer satisfaction level.

· Adhering to standard operating procedures & ensuring conformance to Service Level Agreement.

· Taking escalations for resolving critical issues & ensuring CTQ delivery.

· Training & development of team members & sales to ensure efficiency.

· Periodical MIS reporting with regard to processing efficiency, error percentages & TAT level.
As Executive, Branch Operations:

· Attending the walk-in customers & resolution of their queries & complaints. 

· Scrutiny & processing of initial business proposals.

· Calling customers for renewal premium reminders, cheque pick-ups & as relation building exercise.

· Handling the banking of renewal & initial premium.

· Managing the dispatch of policy documents to the clients through branch.

· Handling follow-up of customer’s endorsements, queries & requests with Head –office for resolution of the same.

· Coordinating with internal customers.

Achievements:

· Proficiently launched the cheque pick up & drop-box facility of renewal premium cheques for Aviva customers with Skypak Financial Services Pvt. Ltd.

· Developing the intranet for process notes referral at Aviva.
· Developing the scrutiny database for error free processing of the proposal forms at AVIVAINDIA.
· The branch was rated the best branch for service excellence for the Oct’06–Dec’06 & Apr’07–Jun’07.
· Actively took initiative for cash matching of Canara, Mumbai & Laxmi Vilas Bank, Maharashtra sourced proposals.
· Experience of successfully managing the Regional HO at Mumbai along with the NRI branches of AVIVAINDIA based in Muscat & Dubai.
ICICI-Webtrade Ltd., ICICI Tower, Mumbai




Jun’03-May’04

Operations Officer
Role:

· Working as the coordinator for the training initiative & process development at webtrade.

· Completing the files and preparing the MIS reports.

· Managing the sub-processes for facilitating better TAT (Turn around Time) for the customers.

· Conducting MIS analysis on a daily basis and coordinating various back office operations.

· Ensuring continuous interaction with the customer to make sure that area of concern can be worked upon for improved service level.

· Overseeing the induction training of Probationary Officers & orient them with regard to office policies & procedures. 

Achievements:

· Awarded as the service excellence award for quality initiative at new business & existing process.

· Proficiently standardized the customer referral process.

· Actively developed and rolled the complaint management process.

IT KNOWLEDGE

· ‘O’ Level in computers from DOEACC Society, New Delhi.

· Packages:


MS Office

· Operating Systems:
MS DOS, MS Windows

ACADEMIC CREDENTIALS

2003
MBA (Finance & International Business) from C.R. Institute of Management (U.T.D.) of Barkatullah University, Bhopal

2001
B.Com from B.S.S.S. College, Barkatullah University, Bhopal 

1998
12th from D.G.T. High School & Junior College, Girgaum, Mumbai

1996
10th from school/ board, Bhopal
PERSONAL PROFILE
Date of Birth:


3rd February 1979

Language Proficiency:
English, Hindi & Malayalam

