GEET KURICHH

                     Mob: 9717978884 | E-Mail: g.kurichh86@yahoo.co.in
OBJECTIVE


Seeking a Senior Mid-Level position wherein I can constantly learn, contribute and grow along with the organization. 
WORK EXPERIENCE



· SMC Insurance Brokers Pvt. Lt, Dec 2015 – Dec 2022
Process Manager – Help Desk & Operations (SMC Toll Free, Honda Assure & POS Helpdesk)
Within a year’s time key responsibilities enhanced & promoted to Manager – Process (Honda Assure – a unit of Honda Cars India Ltd- One of the largest manufacturers of premiere cars). Since Aug 2017, successfully developed the Operational functionality of newly launched venture of SMC i.e. POS Inbound & Operations. And successfully handling the Customer Services & Complaints of General Insurance.
Process Manger – Suzuki Inbound & Operations (Dec 2015 – March 2017)
Key Roles & Responsibilities:

· Grievance & Escalation handling of External & Internal customers.

· Planning the activities & Delegation of Tasks to team for smooth transition of the process.

· Controlling time management, by setting the deadlines/ TATs of assigned tasks.
· Managing Deliverables:

a) Establish regular meetings with team

b) Communicate vision to team 

· Communicating new and changes in policies

· Ensuring the standards and procedures are being followed

· Identifying and implementing process

· Ensuring effective planning and execution of POS Operational activities

· Managing MIS, Preparation of Dashboard, Executive Summaries & PPTs.
· Review performance of the team members and responsible for conducting employee training.

· Support productivity plans by delivering inbound and outbound activities. Monitoring Inbound & Outbound Calls - Monitor and evaluate matrix, identifying required actions necessary to achieve service level and quality targets, maximize first call resolution (FCR), and minimize customer complaints, transfers, and escalation.

· Monitor calls to ensure positive customer experience and share direct feedback with Senior Management.

· Complaints Management – Legal complaints of General Insurance 
· Claims Management – Assisting the Clients & team regarding end-to-end process and settlement of Motor, Health, Travel & Misc Claims.

· Identifying & conducting regular one on one session to ensure maximum employee satisfaction & productivity. 

· Training & Development for the process. Conducting regular training of POS for awareness about the company and product.

· CRM, IVR & Dialer setup management

· Preparing all the SOPs & Process Notes
· Performing RCA of all errors/ issues identified on POS Portal and addressing to concerned division

Main Responsibilities: 

1. Training needs identifications (TNI) for your Team.

2. Creating awareness about the rules and regulations of the organizations.

3. Allocating tasks to team members (designing their individual KRA)

4. Ensuring the performance of the staff is of a high standard 

5. Reporting to management 

6. Discussing and resolving problems 

7. Carrying out performance reviews

8. Attrition control

9. TAT & Escalation Matrix

10. FCR (first call resolution)

11. Oversee New Hiring Process

· Since Aug 2011, assisting my father in his PF/ ESI Consultancy (ARORA CONSULTANTS)
Consultants that deal in ESI/ PF, Factory Act & Payroll Management

· SMC Insurance Brokers Pvt. Lt, May 2009 – July 2011
Manager – Support (GI Retail)
Enrolled in the Department’s Business Analyst (Sale Support) and Support Function that involved lot of multitasking roles comprising of National Level coordination, Administrative/ IT Support, HR Activities, Reimbursement settlement/ Finance. Within a year’s time key responsibilities enhanced from Sales Support Role to Coordination & Support Role. SPOC for PAN India Support in terms of:
· Suprasesh General Insurance Services & Brokers Pvt. Ltd., November 2007 – May 2008
Commercial Manager (North Operations)
Successfully performed & developed the Operational functionality at new branches. Handled Administration and Vendor Management. SPOC for 3 branches comprising of Sales/ Operations Team & Insurance Companies.
· RR Brokerage Assurance Services Pvt. Ltd., July 2005 – Oct 2007

Assistant Manager (Operations) in Insurance Advisory and Consultancy Division.
Started as an Assistant, promoted as Assistant Manager within span of a year. Handled lots of inter & intra office Correspondence, Prepared Reports & Presentations, Maintained MIS & Renewals.
· Began career as an Office Coordinator (July 2004 – June 2005), with Times Detective & Security Pvt. Ltd., a company that specializes in providing private investigators and security services
HIGHLIGHTS & ACHIEVEMENTS



· Around 13 yrs of Extensive experience in the field of Insurance Operations, Support & Grievance.

· Sound experience in handling seamless development of New Process or Branch. 

· Successfully restructured the Operational and Support area to achieve deliverables & standard performance levels.
EDUCATION


· Bachelor’s Degree in Commerce from Delhi University in year 2006.
· Completed 12th in year 2003 (Commerce) from C.B.S.E. Board.
PROFESSIONAL CERTIFICATIONS


· Certified 100 hours Direct Brokers Training from RNIS, conducted by NIA Pune.

· Certification course in Banking & Insurance Operations from ATA.

· Diploma in Office Management (May’04) from YWCA of Delhi.
PERSONAL DOSSIER



· Husband’s Name : 

Mr. Raghav Kurichh 

· Date of birth :  


12th August 1986 

· Gender:  


Female

· Marital Status:  


Married
· Address:  


F-1/8 Krishna Nagar. Delhi – 110051

· Interests:  


Music & Playing Badminton



I hereby affirm that aforesaid information furnished by me is true to the best of my knowledge and belief.

Date:  ______________
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