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Profile
Customer-centric executive with over ~11+ years of experience at progressive leadership in banking, financial services & automotive. Seasoned professional and focused in Customer Engagement, Advanced Analytics, Business Intelligence, Predictive Modelling, Machine Learning, Risk Modelling and Text Analytics.
Core Competencies
· Analytics leadership and Strategic Consulting

· Project Management, Process Improvement, Client Relationship Management, Strategic Planning, Scorecard Development, Risk and Marketing strategy development, New Initiatives Development, Team Management, Training and Development
· Manage multiple business stakeholders and P&L (portfolio of approx. $3.5mn to $4mn)

· Identify & automated multiple business processes for clients by strategic consulting 

· Work with CMO, CTO, SVP & chief executives to drive business value through analytical solutioning

· Manage & appraise team of Analysts, managers & data-scientists to accomplish business goals
· Program management and Delivery management
· Oversee delivery of multiple analytical projects by managing onshore and offshore teams

· Manage triple (time, scope and cost) constraints on projects to ensure project success

· Adapt to agile project management approach to manage structured and unstructured projects
· Significant experience in leveraging innovation & strategic problem solving in:
· Advanced Customer Analytics, Risk and Marketing Models, Segmentation, Text Analytics, Data analysis & reporting across consumer credit life cycle – Response/Cross-sell/Up-sell/Acquisition/Behavioural/Churn/Collection & Recovery models

· Applying advanced statistical modelling techniques like Regression, Logistic/Multinomial Logit, Survival Analysis, Neural Network, Support Vector Machine, KNN, Naïve Bayes, forecasting and Text mining

· Led several innovations to maximize customer lifetime value including digital engagement strategy, customer experience listening, predictive/prescriptive analytics Taking ownership of analytical ideas from design and development to the creation of repeatable, automated metrics and dashboards in a production environment

· Analysing customer behaviour and drivers of customer experience using customer servicing data as well as developing text analytics and speech analytics algorithms to derive intelligence from unstructured big data sources, such as survey, call centre and social media data

· Developing and presenting simple, easy to understand presentations and dashboards to executives explaining complex analytical findings and implications for business

· Leverage big data sources to derive never seen before customer insights to the company, resulting in significant savings in customer servicing costs and significant improvements in customer retention
Tech Competencies

· Neural Network/Support Vector Machine: Used ML algorithms to predict multi-level responses

· Text Mining & Sentiment Analysis: Used Random Forest and Naïve Bayes technique to analyse contact centre/survey data to identify the reasons for customer dissatisfactions or complaints

· Reduction Techniques: (Principal Component Analysis, Factor Analysis), Cluster Analysis, Segmentation and Decision tree
· Logistic/Multinomial Logistic Regression: Experienced in applying logistic regression technique for Scorecard development
· Survival Analysis: Used survival analysis in auto loan for time varying pre-closure model

· Extensively worked on SAS Enterprise Guide/Miner, Python, SAS VA, SAS BI, Tableau and SQL

Experience
Mahindra & Mahindra (Insights & Analytics) – Deputy General Manager
Strategy & Analytics (Feb 2019 to Present)

Product planning & Pricing analytics initiatives

Anirban joined Mahindra & Mahindra as an analytics & data science leader to work closely with the Product Planning, Marketing, Strategy & Finance VPs to develop analytical solutions & strategic approaches to help track Automotive KPIs. Responsible for inhouse Analytics capability building and provide solution to different business problems related to variant strategy, pricing, market understanding and market positioning. Created a business solution to identify the dealer health and credit worthiness. Prepared the customer loyalty model for cross selling the products. Developed the Mahindra LCV international expansion plan for different geographies.
· Variant Strategy Advanced ML technique has been applied and non-hierarchical variant strategy was established and reviewed by R&D team
· Pricing & Market Share Estimation Identified the potential entry points in market and come up with competitive pricing
· New Launch Market Sizing  Analytical generalised solution has been setup to define the market size of new launch (Mahindra & Ford)

· Price Elasticity Model For Scorpio & XUV500 Econometrics model has been developed to help the planning and strategy team to quantify the price elasticity
· Competitive Brand Sentiment Analysis As a data source used lot of websites, digital data and social networking site. Extracting all these data used lot of mining technique and robust data mart has been developed. On top of that Sentiment Analysis technique (Text Categorization) used to understand customer’s voice
· CAFÉ  Inhouse model was built to get the trend of this regulatory compliance and to understand the Mahindra’s strategic position in-terms of compliance
· Mahindra International Expansion of LCV Developed interactive dashboard for market understanding and forecast the market share of different OEMs for next three years
TCS (Analytics & Insights) – Senior Manager
Customer Data & Analytics, US Auto Finance (Mar 2016 to Jan 2019)

Support customer analytics initiatives to a leading auto lender in USA

Manages a team of data engineers and scientists responsible for insights and analytics focusing on maximizing customer lifetime value, understanding consumer needs and providing advanced customer analytics to drive customer experience, engagement and value

· Customer satisfaction analysis using text analytics - Identify and quantify drivers of customers’ dissatisfaction from customers verbatim among survey responses to pinpoint opportunities for improving customer service experience applying K-Means algorithm
· Agent topic classification using Machine Learning Technique - An initiative to measure the call classification accuracy by an agent while assigning inbound calls into a service request category. SVM yields an edge over Naïve Bayes and KNN
· Web enrolment prediction model - Predict customers that are not likely to enrol in the web within first three months of origination. Shift to digital lead to a 30% reduction in call centre usage

· Early Pay-off Attrition Model - Reduced attrition amongst profitable customers by 30 bps by deploying a mix attrition, profitability and risk scores (using survival analysis)

· Vehicle prediction model - The model that predicts the next vehicle preference using multinomial regression (Neural Network) model
· Lost sales model - Led design and develop marketing model that predicts the propensity of not signing a contract with the bank
· Customer effort estimation - Measure the effort a customer put in for getting a query resolved. Rank order the customer basis of the effort and then proactively reach out to the customer with query resolution

· Contact centre channel effectiveness analysis - Quantify the effectiveness of various digital (web/mobile/email) & agent-served channels in resolving a particular service request

· Payment Waiver Campaign Model : Increased response rates by 30% on a payment waiver campaign by capturing 75% of buyers in top 3 deciles through response model

· Ad-hoc analysis and reporting as required
Deloitte USI – Senior Consultant
Consumer Data & Analytics, Global Financial Services (Jan 2014 to Feb 2016)

Helped Financial Services companies increase customer value and manage credit risk through advanced analytics

· Underwriting Risk Mitigation and Verification Model Development

· Developed a verification scorecard for a financial lending institution that is mainly into pay day loans. The scorecard was deployed along with Application scorecard in order to create a parallel filter in order to lower down the high bad rate (22%) of the portfolio. The points of verification information were mainly used as predictive variables and the scorecard was robust and stable in nature

· Led the development of collection propensity scorecard for Medical Industry for one of the top credit Bureaus. Increased collections by 20% by identifying segments that had a recovery rate of 5X compared to portfolio average through collections models

· Designed and developed a recovery scorecard for a leading Auto lender in US - Tweedie model is applied on a skewed data to enhance portfolio recovery rate

· Increased conversion by 30% on a loan cross-sell program to credit card customers by deploying response models

· Enabled a large consumer bank to build an incremental asset base of USD 50 million through the deployment of analytics in the area of cross-sell of loans to deposit customers

· Enabled large credit card issuer to bring down attrition by 20% through the deployment of attrition models that captured attrition 90 days prior to attrition

· Analysed credit card base to identify segment wise upgrade opportunity to enhance portfolio profitability

· Review and monitor existing scorecards to ensure performance over time - Reviewed more than 20 risk models used across life cycle on a regular basis to comply with specific regulatory requirements and other standard model validation parameters

Fraud & Financial Crime

· Developed reporting and analytical solutions built on the SAS Anti-Money Laundering and Enterprise Case Management solutions.

· Developed ETL processes to automatically create, assign, and route investigations to the proper business workflow.

· Developed process to strategically assign AML alert investigations based on multiple business rules and priorities.

· Developed historical conversion processes to migrate existing operational data into SAS Anti-Money Laundering and Enterprise Case Management solutions.

· Develop enrichment processes to enhance AML alert scenarios.
State-farm Insurance USA (HTC Global Services) – Senior Analyst
Insurance Data & Analytics, Agency Management (Aug 2010 to Jan 2014)

Responsible to manage insurance fraud using advanced analytics 
Led development of collection propensity and payment projection score card to enable optimized queuing high delinquent accounts for the Private Label and co-branded portfolio

· Developed forward looking risk scorecard to manage default risk by line management and re-pricing

· Designed and developed acquisition scorecard to manage underwriting risk
· Customer attrition model prediction

· Fraud detection using customer behavioural scoring

· Loss customer acquisition from other service provider 
Education

B.E in Computer Science from University of Burdwan with 1st Class, 2007

Exposure to Tools

Analytics: SAS EMINER, SAS EG, SAS BI, Python, R Studio, R Shiney, Alteryx, MS Excel 

Databases: Netezza, Oracle, SQL Server

Visualisation: SAS VA, Tableau, Power BI, PowerPoint, Qlik Sense
