Harshal Attarde
301, 3rd Flr, Gorai heramb CHS,
Plot No.54, L.T.Road, 

Gorai-2, Borivali (W), 

Mumbai – 400 091
Mobile No: 9892149015

Email Id: imemyselfcool@yahoo.com

Customer Service & Operations Management /Client Servicing / Legal
Over 12 years of Work and Team Management Experience in a diversified environment.


A result oriented professional with over 10 years of experience in the areas of Operations Management, Process Management, Client Servicing and Team Management. Proficient in running successful process operations & experience of developing procedures. Possess excellent interpersonal, communication and organizational skills with proven abilities in training & development, customer relationship management and planning.

____________________________________________________________________________________________________
Objective:
To achieve a leading managerial position for which in-depth background, knowledge and experience of several years will have a valuable implementation.
To envisage in a responsible position which offers challenging assignments & needs creativity, knowledge & personal skills.

My resume reflects the scope and breath of my experience including career tenure with one of India’s leading Private Life Insurance Organization. It will give you a comprehensive view of my experience in the field of Operations, Customer Service & Legal.
Qualification Highlights:
· Experienced leader with the skills to manage an organization's day-to-day operations, financial structure and ongoing corporate strategy.
· Possess excellent organizational, analytical and interpersonal skills.
· Possess ability to manage projects from planning to execution.
· Skilled in identifying improvement opportunities and managing change to achieve organisational goals.

· Adapts readily to changing roles, methods, and situations. Is flexible, open-minded, and responsive to new ideas. Embraces challenge as welcome opportunity and displays a positive "can do" attitude.
Core Competencies
· Customer Service and Operations, Grievance Management, Claims Management, Risk Management, Police Management, Legal Operations, Automation
· Analytical skills and Strategy building

· Excellent time and resource management
Organizational Experience:

1) ICICI Prudential Life Insurance Company Limited, Mumbai
Manager-Customer Service & Operations: (November 2008 till date)

· Handling Ombudsman cases, legal notices, statutory notices, RTI queries and claims repudiation and representation cases.

· Police Management with respect to statutory notices, FIR cases

· Decision making for repudiation of claims.

· Risk Investigations carried out for claims and service related cases.

· Handling the entire billing process for Advocates and Vendors of the team.

· Maintaining daily MIS, analyzing data and sharing various dashboards across functions.

· Maintenance of over 2500 legal files in-house.

· Preparing presentations for Chief, HOD & MD level meetings.

· Revamping and re– structuring of processes.

· Automation, System enhancements and training the team on the same.

· Arranging RnR, fun activities, offsites and outings for the entire corporate sector.
Awards & Recognition
· Best Performance for handling multiple activities and completing them within TAT and with 100% quality. 
· Successful implementation of ISO 9001:2008 (Quality Management System) for the Legal function.

· Completed a 2 day Internal Auditor Course on ISO 9001:2008 (Quality Management System) conducted by Moody International, New Delhi

Customer Service Manager: (September 2007 to October 2008)

· Setting up the process flow to provide direction and standardization whilst handling Misselling complaints.

· Highlighting loopholes and working towards its rectification

· Process improvements to reduce future Misselling.
· SPOC (Single Point of Contact) for Escalations (cases given from Head Service Quality (I-Bank) and Ex-Com cases which are the most sensitive cases in the Service Team. (Cases given by Grade 9 and above after personal visit with the customer.)

· Handled the Outbound Vendor Management Team.

· Conducting training sessions at the Outsourced call centre on different processes involved in outbound calling.

· Setting up the correct process flow to provide direction and standardization of the same.

· Quality Evaluations for Outsourced call centre
    
     Quality Analysis: Methodology used for quality evaluations basis criticality and volumes

·       Listening to calls
·       Analysis / Evaluation of the product/process knowledge on the floor
·       Soft skills being utilized
·       Improvements brought about via Interactive Trainings and Tests 

·       Feedback provided and weekly session held for new product/processes rolled out.
· Publishing different MIS, pertaining to Outbound processes.

· Working on process improvements and system enhancements for better productivity and customer satisfaction.

· Arranging RnR, fun activities, offsites and outings for the Outsourced and In-house call centre.
Key Achievements
· Consistently achieved the prerequisite business targets.
· Was awarded for maintaining consistent Sigma levels for quality closures and reduced escalations.
· Was awarded as the Best Team towards Customer Retention.
· Received customer appreciations for quick and first time resolutions.
Process Leader: (August 2006 to August 2007)

· Handled a team of 17 members. (Email & Snail Mail Communication)
· Was nominated as a support function for the ’Misselling and Escalations’ Team.
· Maintaining MIS pertaining to Misselling cases received and sharing it across functions.
· Maintenance of daily calls volumes, ensuring response being provided to customers within TAT.

· Maintenance of various MIS.

· Audits of email & letter communication sent to the customers.
· Conducting test and quiz sessions for the team.

· Responsible for evaluating quality of the resolution.
     Quality Analysis: Methodology used for quality evaluations basis criticality and volumes

· Listening to calls

· Sample checks of e-mail’s and letters sent
· Analysis / Evaluation of the product/process knowledge on the floor
· Soft skills being utilized
· Improvements brought about via Interactive Trainings and Tests 

· Feedback provided and weekly session held for new product/processes rolled out.
· Co-ordinating with various departments to ensure timely resolution of Escalations. 

· Highlighting process loopholes and working towards rectification of the same.

· Training the new joinees and people across functions on the processes.

· Worked on different projects related to cost cutting and providing quick reverts to the customers and system enhancements.

· Preparing & presenting monthly & quarterly reviews of the team to check team performance and to identify areas of improvement

· Updating the team with new processes & taking regular briefings and feedback sessions to ensure that there is proper co-ordination between the management and the team. 
· Managing Rewards and Recognition Program, arranging fun activities, offsite and outings for the entire Correspondence Unit.
Awards & Recognition
· Howzatt
· Striker of the Month
· “No Tomorrow” Contest

· “Best Team” for maximum closures with 97% Quality.
Customer Service Associate:  (December 2004 to July 2006)

· Answering customer queries through emails and letter correspondence, ensuring 100% quality and productivity.

· Co-ordinating with various departments to ensure timely resolution of Escalations

· Mentoring new joinees in the team.

· Arranging RnR, fun activities, offsites and outings for the entire department
Awards & Recognition
· Howzatt 
· Star of the Month
· Striker of the month
2) Reliance Infostreams Pvt. Ltd, as a Customer Service Associate
      (May ’03 – Dec ’04)
· To ensure high quality customer satisfaction for the customers of Reliance Infostreams.
· To retain our most valuable customers.

· Attending customer calls and resolving their queries by giving first time resolutions.
· To correspond with customers on a daily basis with regards to various aspects relating to the Reliance India Mobile.

· Barging calls of the team members and giving them feedback to maintain team quality.
· Handling the team in the absence of the Team Leader.

· Taking briefings on a weekly basis and updating the team members with new processes.
· Maintaining the MIS reports.
· Monitoring the call queue.
· Quality Evaluations.
· Training the new joinees (Products and processes)
3) Jayshree Offset Printers and Designers as a DTP Operator and a Senior Supervisor (June ’01 – Feb ’03)
· To supervise the site work consisting of 27 members.

· Attending customer calls and resolving their queries by giving one time resolutions.
4) Mahindra & Mahindra (Tractor Division) as a Junior Test Engineer  

(Nov ’00 – May ’01)
· To ensure high quality customer satisfaction for the customers of Mahindra & Mahindra.
· To give Presentations on new products launched by the company.
· To design the parts of Tractors.

· To implement new ideas and launch them in the products.
Other Activities: 

· Played Cricket for Ranji Trophy, Mumbai.

· Played Cricket for Mumbai U-19 & U-21.

· Playing Cricket for ICICI Prudential, ICICI Bank & Mahim Juvenile C.C.
Qualifications: 
(A) Academic:
	YEAR

	BOARD/UNIVERSITY
	INSTITUTE
	EXAM RESULT

	2000
	Mumbai Board

Diploma
	Muchhala Polytechnic, Thane
	79.21%

	1996

	Mumbai Board

SSC
	Modern English High School
	68.26%


(B) Additional Qualifications: 




Completed IMPACT Course including MSWORD, MSEXCEL, Power Point, HTML, DHTML, C, C++

(All above from SSI Computer Institute, Mumbai from Nov 2000 to Nov 2002)
Strengths:
· Strong organizational and communication skills.

· Good comprehension of consumer psyche.

· Walk the extra mile to understand the business requirements.
· Dedicated and sincere commitment to job responsibilities.
Personal Information:

Date of Birth:


11th May 1981
Martial Status:


Married
Languages Known:

English, Hindi & Marathi (written & spoken)
Date: December 24, 2018
Place: Mumbai
