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Profile Summary 
· A competent professional with 15 years of experience in Operations and Project Management.
· 13.5 years of experience in Health and Welfare benefits administration and HR outsourcing having sound knowledge of Payroll, HRIS, Third Party Vendor Files, COBRA, ACA, HSA and FSA.
· Proven record of accomplishment of establishing processes, SOPs, streamlining workflows and creating teamwork environment to enhance productivity innovatively
· Well versed with customer relationship management tools like Siebel, Sales force, and Tableau.
· Demonstrated experience in the practical implementation of new client and processes, eliminating risks by putting defensive checks.
· Excellent interpersonal skills with problem solving logical thinking and analytical abilities. 


Core Competencies
· Mapping clients' requirements, coordinating, developing, and implementing process in line with guidelines.
· Monitoring the overall functioning of processes, identifying improvement areas, and implementing adequate measures to maximize customer level satisfaction.
· Organizing meetings with clients to discuss the updates on projects and share the progress on the implementation or changes in process. 
· Prepare daily Dashboard reports as per SLA to apprise stakeholders of the process operation and assist in critical decision-making.
· Assessing the customer feedback, evaluating areas of improvements, and providing critical feedback to the associates on improvement and achieving higher customer satisfaction matrices.








Experience
· Johnson Controls India Pvt Ltd as Customer care Quality Analyst (June 2024 – current)
· Wipro Ltd. (Nov 2011 – Jun 2024)
Sr. Service Manager (April 2023 – June 2024)
Benefits Operations Manager (Sept 2019 – March 2023)
Delivery Analyst (Sept 2014 – Aug 2019)
Benefits Operation Administrator (Dec 2012 – Aug 2014)
Team Member (Nov 2011 – Nov 2012)
· Steria India Pvt. Ltd.  as Process Associate (Sept 2010 - Sept 2011)
· V-Customer India Pvt. Ltd. as Customer Care Representative (Aug 2009 to Sept 2010).

Skills & Abilities
· Proficient in MS Excel, MS Word, MS PowerPoint, CRM tools like Salesforce, Seible and HRX Assist
· Business Reporting using SQL and MS excel. 
· Operations Management 
· Stakeholder Management
· Team Management
· Project Management
· Root Cause Analysis
· Dashboard and Scorecard 
· Data Audits
· SOP Management
· Net Promoter Score (NPS)





Key Result Areas:
· Work allocation to team by creating Blueprint task for each team member in advance for the entire month, so that we can track and complete the assignments on time.
· Creating weekly Scorecard for Leadership team and Daily dashboard for Operations team to monitor the various Matrices and SLAs using Tableau tool.
· Lead daily huddle and Scorecard call with Leadership team.
· Ensure that the Matrices and SLAs are met as per client requirements.
· Handle Client reporting request to provide required data, use SQL for these requests.
· Ensure that the new implementation is transitioned to on-going processing smoothly.
· Root cause analysis for any issue existing on current process.
· Attend/Schedule client/Vendor meetings for any requirement or process related updates.
· Partnering with Technology team for continuous improvement and for any automation.
· Identify any Defect in system and work with Technology team for the fix.
· Ensure that the SOPs and Documentation are up to date to avoid any Error and Omissions.
· Coaching/Mentoring supervisors and associate in team to enhance their skills.
· Implementing Defensive checks on process to eliminate any errors and performing Quality audits on team.
· Performing Quarterly Quality audit for client data to ensure the data status is Healthy and if there is any issue which needs urgent attention.

Education:
· MBA from Sikkim Manipal University (Feb 2010 – Feb 2012)
· B.Sc. Applied Life Science, Delhi University (July 2006 – July 2009)

Certification: 
Project I5 – Project Management Course from AON
Power BI course certification by Skillsoft
Declaration:   
 I hereby declare that all the information furnished above is true to the best of my knowledge.
 Date:
        
 Place:                                                                                                                     Signature:
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