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Transitions and Operations Management & Service Delivery for Banking, Financial Services and Insurance
Executive Summary

Result-driven, innovative, and action-oriented senior management professional with 18 years of experience working in managing Service Delivery, Operation Centre, BFSI Processes, Transition Management, Customer Relationship Management, Project Delivery, People Management, SLA Delivery, Lean and Six Sigma and Financial Control
Core Competencies
· Service Delivery Management                              
▪ Operations Management

· Client Relationship Management                            
▪ Team Management and Recruitment 

· Transition and Transformation                                
▪ Project Management 

· Insurance / Banking Process Implementation            ▪ Strategic Planning

· Team Building and Leadership



               ▪ Compliance and Financial control
Professional Profile
· As a tenured leader, I've good coaching skills to develop managers through the performance development process and motivate employees across large cross-functional teams to deliver high performance quality work. I have high cultural sensitivity, and I am comfortable working with different countries and cultures across multiple time zones

· Expertise in optimizing resource utilization, demonstrated business and commercial acumen in charting cost-effective solutions. Good at managing people, process, and technology

· Managed Service Delivery (Strategy, Operations, Projects & Escalations) for various teams such as Insurance – Life, Annuities, Automobile and Property Casualty – Underwriting, Claims Management, Policy Maintenance and Administration, Loan Processing, Premium Application Process as well as Banking/Capital Market processes such as Brokerage Account Transfers, DTC Deliveries, Liquidations, Check and Wire Transfers and Compliance and Legal Processes 
· Participated in finalization of departmental budgets, including forecasting, variances, and spending

· Built and maintained excellent working relationships with leaders across other Business units

· Proven ability to manage and deliver the best from vendors – defining contracts, SLAs, and performance measures

· Demonstrated ability to effectively plan, coordinate, and meet deadlines, self-driven, able to prioritize tasks and implement changes smoothly

· Oversaw the departments hiring strategy with the HR department

· Well versed with Lean methodologies
Organizational Experience – Work History
Freelance Recruiter: (Jan ’23 – Present)
Experienced Recruitment Consultant with a strong knowledge of recruitment, talent sourcing techniques and best practices.
· Key Responsibilities

· Handled recruitment of people through job recruitment, job portals, direct and consultant hiring. 
· Handled Sourcing, Screening, Interviewing and scheduling candidates.

· Excellent command over Keywords and Job Description analysis.

· Built and maintained a robust pipeline of qualified candidates across multiple disciplines.
· Have experience and proficiency with applicant tracking systems.
· Maintained relationships with hiring manager and other stakeholders while implementing the recruitment process.
Kotak Life: Freelance Life Insurance Consultant (Sales Operations) (May ’21 – Present)

       Leading the Sales and Recruitment Operations Team in the Life Insurance domain for Kotak Life.

· Key Responsibilities

· Led end to end Operations and People management. 

· Recruitment of new people for both sales and managerial roles. 

· Responsible for conducting interviews of short-listed candidates and in their selection.

· Screening and sourcing candidate profiles from different job portals like LinkedIn, Naukri, Shine etc.

· Training and coaching the team to utilize the maximum potential of individuals.

· Timely recognition of performance with awards and rewards.

· Development of teams as well as Business development for revenue generation.

· Team Management and People Management.

· Driving sales amongst the team members for different types of Life Insurance products.

· Analysing end client needs and helping them build customised investment portfolios.

· Retaining Employees through Motivation and Team Building.     

· Lead Generation for Investment Instruments.

· Counselling team members on career growth avenues.

· Ensuring Implementation of SOP and company guidelines.

· Ensuring timely renewal premium collection.

· Ensure timely claim submission and settlements.

· Helping the team to select the best policy as per customer’s need.

· Submission of the proposals with policy details to customers.

· Handling queries of customers.

· Ensuring timely login of insurance policies into the system with all the required documents.

Provana: Portfolio Manager (Operations) (11th Mar ’19 – 30th Jun ‘19)
       Led the Operations Team in the Debt Collection domain for a leading client in a Legal Process Outsourcing Company.
· Key Responsibilities

· Led end to end Operations and People management.
· Recruitment and selection of new team members after conducting interviews. 

· Supported the transition and stabilisation of a new process. 
· Handled all report outs to Internal Leadership and Clients
· Responsible for Governance
· Established and maintaining client relationships
Genpact: Senior Manager (Operations and Transitions) (1st Nov ’16 – 23rd Aug ’18)
BFSI
        Led transition projects for a leading BFSI client and supervised the operations team during the entire migration process.
· Key Responsibilities

· Tracked all toll gates at every level and ensured all project activities were scheduled.
· Led end to end Operations, SLA Management, Customer Service. 

· Set up regular weekly Governance calls with all Stakeholders both Internal and External and tracked both current and future plan deliverables.

· Conducted the weekly report out Governance Decks for all projects across the BFS account.

· Regularly connected with different departments – IT, Logistics, Infrastructure, HR, Training, Compliance and Operations, and being involved in overall planning, communicating target deliverables and timelines.
· Followed up with all stakeholders at every step and steered all scope of activities towards completion.
· Involved in getting VOC from all stakeholders and systematically creating, communicating and executing action plans against any feedback and suggestions from clients.
· Involved in complete Ownership and End-to-End execution of projects 
· Worked on multiple BFSI, Healthcare and Consumer Goods RFX deals and provided complete transition solutions
Genpact:  Manager (Operations) (1st August ’14 – 31st October 2016)
Business: Property and Casualty Insurance Process
Led the Process for a US Property and Casualty Insurance Company – Commercial Insurance in Customer Service/Policy Administration and Underwriting. The process involved creating new quotes and renewing and making amendments to existing policies.

· Key Responsibilities

· Led all Backoffice operations processes and ensured smooth operations. 

· Reviewed Contracts for old and new projects/deals and contract SLAs to ensure policy and compliance adherence. 

· Delivered on the planned cost by maintaining span rationalization, optimum seat utilization & reducing cost. 

· Drove Process Improvements/Lean ideas, continuous process improvements and value-added projects.
· Led the project management activities which included project planning, resource utilization, scoping analysis, effort estimation, work allocation, execution and support. Led migration of new opportunities and projects.
· Led the client visits and showcased the organization’s capabilities. Maintained an excellent Client relationship and was in charge of all Performance Updates and Report outs.
· Conducted Employee Retention, Team Development, Career Counselling, Appraisal & Feedback, knowledge retention, and Reward & Recognition across teams.
· Implemented process controls to avert risk exposure to Business. Ensured compliance of all policies and Regulations.
· Recruitment and selection of new team members after conducting interviews.

Genpact: Team Leader/ Assistant Manager and Manager (Operations) (1st August ’06 – 31st July 2014) 
Business: (BFS) Account Transfer (Capital Markets)

Led the Securities/Brokerage process for a US Bank. The process involved involved transferring of customer assets from/to Global Bank Advisor’s brokerage account to/from another brokerage account.
· Key Responsibilities

· Transitioned the process of a leading US Bank dealing with the securities market from Richmond, Virginia (U.S.). 
· Designed the most efficient manner of data capture (spreadsheets), SOP format and standardized all training documents.
· Developed and implemented the intra city BCP plan for the process. 

· Managed a team and handled all BackOffice Operation functions. Ensured that all SLA’s are met on a regular basis.

· Have done and implemented quality projects in processes using both DMAIC and Lean methodology. Have also driven lean improvement ideas within my teams which led to productivity benefit and client satisfaction. I have driven and implemented process controls after identifying potential risks so that risks are mitigated. 
· Maintained an excellent Client relationship and was in charge of all Performance Updates and Report outs.
· Tracked team absenteeism, attrition Control/Staffing forecast and performance metrics and the team appraisal.
· Remotely transitioned various sub process within the Account Transfer process.
· Recruitment and selection of new team members after conducting interviews.
Genpact: Process Associate/ SME (1st Nov ’02 – 31st July 2006)
Process: Life Insurance & Annuities
Worked as a “Process Trainer/SME” in Transaction Processing for a US Life Insurance & Annuities process in Customer Service/Policy Administration and Banking Changes and Claims Administration 

· Key Responsibilities

· Processed premiums against policies, made changes to banking details such as routing numbers of client accounts and freezing or unfreezing customer accounts basis payment of policy premiums.

· Provided customer service by making amendments to Name, Ownership, Address & Beneficiaries of existing policies

· Set up and approved Claims and Loans against the policies and suspension of policies.

· Performing Quality audits for team members and making action plans for improvement of quality scores.

· Remote transitioned a workflow system that directly linked all applications and trained the team on its usage and implemented it.

· Remote transitioned new work types from the customer in the US and trained associates on their usage.

· Completed a “Quick Sigma Project” (mini-Green Belt), which aimed at reducing the Turn Around Time in reporting out work to the customer in US, running through a “DMAIC” rigor. This resulted in major improvements and customer satisfaction.
Genpact: Process Associate (12th Jan ’2000 – 31st Oct’ 02

Process: Automobile Insurance

Worked as a “Process Associate” in Transaction Processing for US Automobile Insurance process in Customer Service/Policy Administration and New Business Underwriting
· Key Responsibilities

· Provided Underwriting support to Auto Insurance New Business. Approved coverage limits as per policy and Issuance of new policies.

· Provided customer service by making amendments to coverage limits, adding new vehicles, beneficiary changes, name and address changes, approving claims for existing policies.

· Performed Quality audits for team members and made action plans for improvement of quality scores.

· Trained all new joiners in the process, was in charge of workflow distribution and tracked SLA completion.
Academics
· Xth Std. from Scindia School, Gwalior in the Year 1992

· XIIth Std. from ASN SR Sec. School, Delhi in the Year 1994

· Graduation in B. Com (Pass) from Delhi University in the Year 1997
Professional Training

· Green Belt Six Sigma Certified and Lean ACE Certified

· Completed an Online Training Certification on Basics of RPA tools such as Blue Prism and UIPath
· Transition Toolkit Knowledge Training Certified

· LOMA (FLMI 280, 290 and 301) Certified

· Certified in Dun & Bradstreet work shop on Capital Markets
· Digital Marketing Master Certification (CDMM) from Digital Vidya

· Train the Trainer Certified

Personal Dossier
Date of Birth

     :
16th Aug 1975


Permanent Address
:
D-604, Nagarjuna Apartments, Mayur Kunj, New Delhi – 110096       
Linguistic Abilities
     :
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