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	Navina Renganathan
Senior Payment Dispute Specialist

	
	(+60) 0123460021 | vina_1004@yahoo.com | 38 years old | WP, Kuala Lumpur

	
	Experience
	19 years

	
	Current
	Grab Malaysia

	
	Education
	itec international college
Diploma, Computer/ Telecom Engineering (2004)

	
	Nationality
	Malaysia



	Experience

	July 2017 – present   









	Senior Payment Dispute Specialist
Grab (M) Service Sdn.Bhd | Kuala Lumpur, Malaysia

General summary: - Drivers
To support driver partners with dispute related to pending/missing/incorrect payments, statements, incentives, or bonuses, via email support. Outbound calls (if necessary)
-capturing feedback & complaint information and personally resolving issues. After rechecking with several higher managements and departments
-Processes claims for Grab Express customers, in line with the policy coverage and eligibility within the policy boundaries.

-Monitors and maintains the claims processing as per the defined terms and policy of the organization.
-Monitor and analyze the ticket metrics via Zendesk system and update the data to team at weekly basis.
-Using the in-house system to update all key collections, defects tracking, etc.;
-Attending meetings with Project Team, managers, etc

KYC
-Review and evaluate documentation of new driver’s applications
-Review drivers PSV applications status and to process drivers appeal on PSV license fee reimbursement.

Merchants
-To support Merchant/Master Merchant (TPA) partners with outstanding, missing, or inaccurate statements and billing.
-Communicating information related to order status, pricing and discounting.
-Asist merchant step by step to understand the merchant roles and accesses on their Grab Merchant portal and app.
-Take charge of compensation for cancelled orders
  -Analyze the root cause and offer our valuable partners a solution.


Customer Care Consultant
PayPal (M) Service Sdn.Bhd | Kuala Lumpur, Malaysia

	 
	
	

	 Apr 2013 – May 2017

	General summary: respond to account holder’s inquiries via phone communication and email transmission in and effective manner. 
-Conduct Investigation on Customer accounts (transaction log, bank acc, bank statements and other specific documents) to resolve fraud / AML issues.
Responsible for understanding the people behind PayPal account users. Identify new fraud patterns and deploy solutions.
-Review queued transactions and independently determine if the reviewed transactions are fraudulent or legitimate;
-Perform manual fraud review in order to detect fraudulent transactions;
-Work with peers and Managed Services leadership to communicate fraud trends and share best practices, ideas and information;
- Exercise judgement in the examination, interpretation and decision concerning the activities to prevent monetary losses as they relate to product functionality
-Independently resolve problems that require in depth investigation
-Provide feedback to management regarding necessary changes and updates.

	 
	 
	 

	Mar 2009 – Feb 2013
	Learning Delivery Administrator
IBM Malaysia | Kuala Lumpur, Malaysia

	 
	
	

	 
	Main Task:
Learning Delivery Administrator (Southeast Asia)
-Receive Learning Activity/Offering Request from local team leader as well as from Learning Delivery Focal Point, residing in different geographical areas and time zones
-Create / Change IBM Internal Learning Activities and Offerings in a SABA based on-line education application
-Connect and clarify doubts on Learning Activity/Offerings related issues with Delivery Focal Points and Request Submitters

	 
	 
	 

	 
	 
	 

	Mar 2008 - Feb 2009

	Helpdesk Specialist (Nokia)
IBM

	 
	Handling Nokia's user account and monitoring access control.
Create new account for Nokias new hire (Nokia Intranet Web Access, Emailing system via Active Directory for Outlook or via Lotus Notes Domino Database Admin for Notes account, SecureID account for firewall or Appgate access to Nokia Intranet, SAP account for HR or financial system, Admin account etc). Edit, suspend and grant access rights as per requested.
Monitoring user's database, ID, access rights, accounts, security access, delivering password, document control, reset password.
Create resource mailbox and distribution list control.
Support service to all APAC region and China Nokias users for system problem.
Daily usage of Remedy ARS Tool
1. Request, ticket and record via client software which connect to AR server
- Request: indicate any record stored in the system irrespective of the form used.
	- Ticket: indicate complete record of data 
	- Request: indicate related to customer or requestor contact NBI (Service Desk) for assistance.


	

	 
	 

	June 2007 – Feb 2008

	Personal financial executive
Citibank

	 
	Admin - Documents filing, letter typing, faxing, recording tasks
Fraud Analyst - Identity theft or unauthorized usage of credit or debit cards. To trace any suspicious or high-risk transactions,
-Assist in chargeback handling and review
-Oversees and performs investigations regarding actual and suspected fraud activities, providing
oversight and appropriate resolution to the business units.

Cross Selling
Perform cross selling credit products to existing Citibank account holders, when contacting them via phone, for (any) case investigation.


	Apr 2005 - May 2006

	Customer service officer
Celcom Malaysia Berhad

	 
	
	

	 
	assist prepaid and postpaid customers on managing their accounts..,provides product information’s if required. Assist on activation and de activation of value-added services.

	 
	 
	 

	Education

	2004
	itec international college
Diploma in Engineering (Computer/Telecommunication) | Malaysia

	 
	Major
	hardware

	 
	Grade
	Grade B/2nd Class Upper

	 
	 
	 

	Skills

	Advanced
	MS Office, Lotus Notes, Lotus sametime, SABA Centra, Windows XP, Microsoft Office Word , Microsoft office excel, Zendesk, Slack channels Zoom, Microsoft team meeting

	Intermediate
	Microsoft office power point

	 
	 
	 

	Languages

	Proficiency level: 0 - Poor, 10 - Excellent

	Language
	Spoken 	Written 	Relevant Certificates

	Bahasa Malaysia
	   10 	   10 	-

	English
	   10 	   9 	-

	Tamil
	   10 	   9 	-

	 
	 
	 

	Additional Info

	
	

	Preferred Work Location
	Kuala Lumpur 
Current Manager contact : Ms.Claris Hui
0102320191 

	 
	 

	 
	 
	 

	About Me

	Gender
	 Female                       Religion: Hindu
                               Race: Indian

	Telephone Number
	(+60) 6-0123460021
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