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Program Management Leader with experience in growing and managing centralized Customer Care focused Compliance and Governance Programs. Current focus is building a privacy-by-design compliance system for customer and consumer data across 2000+ applications by using AI tools, Subject matter experts and governance process. 

Work Experience

Senior Program Manager Consultant, Customer Care 
Pacific Gas and Electric, 2017-till date

· Team: Managing a project team of 30+ experts to deliver the Access/Deletion of PI and PII data across org data assets using Hybrid Agile (Kanban). 
· Compliance Experts: Collaborate with Privacy and Regulatory analysts, Cyber Security, Attorneys, external legal firms, Gartner to gain industry insights on the CCPA compliance requirements.
· Data Governance and Record Retention Policy: Cross functional team leader chartered with solving large scale CCPA (California Consumer Privacy Act) compliance problem areas such as data governance, data and record retention policies, meta-data and machine data policies.
· Impact and Risk assessment: Lead Stakeholder Impact Analysis sessions and assess the Risks and risk levels and present the findings to the senior leadership on go/no-go decisions

· Change Complexity: Assessed 225 downstream applications to conduct Business Impact Analysis on the use of PI data in fulfilling business processes and proactively plan for change management, change communications and training.
· Communication Cadence: Single point of contact for program and delivery status and managing communication cadence with internal and external stakeholders and senior executive leadership team and servant leader enabling the project team to deliver daily tasks and goals.
· Job estimates, Forecasting and Capex Budget: Manage the multimillion-dollar budget, job estimates, forecasting and variance analysis. Prepare the job estimates and forecasting for 2021 and 2022 to secure funding for carryover projects. Manage the capex and op-ex budget.
· Contract Mgmt with MSO and third-party app vendors: Negotiate quarterly SOW Fixed bid and T&M contracts with MSO and third-party vendors Service Agreements, MSAs saving 7-10% of the project cost.

· Process Re-Engineering: Define processes to streamline and gather intel from application SMEs to implement changes and deletion process at apps level and integrate with IPA workflow.
· Solution Applications: Champion the use of modern solution stacks and AI/ML based tools such as BigID Scan, Collibra, Intelligent Privacy Automation (ServiceNow), Microsoft Azure Data Log and Text IQ.
· Customer and Employee Data Applications: Oracle Customer Care and Billing, advanced Billing and Payments, Claims Online, E-rebates, SAP Workforce Management, SAP Sales and Distribution, My Account, Customer Data Warehouse, SAP HR. SAP Plant Maintenance.
· Web based: www.Pge.com, Salesforce.com, Targetbase, Visitor Mgmt, Genesys – IVR, etc, ITS Learning Management app, iOs Based On Connect, Contact Center -Scheduled Call Back (virtual hold technology), ADA Compliance for PGE,com/My Account.
· PM tools: MS Projects, PPMC, Jira Kanban Board, SAP Ariba, Microsoft teams, Planner, Smartsheet and Workfront.
· Achievement: Delivered 8 medium to large projects with potential benefits of more than 40 million in 10 years. Awarded the Program Manager Excellence Award for successfully delivering red projects.
· Other projects: Customer Preferences Management – TCPA and CANSPAM, Regulatory Gas Ops certifications project, Pge.com projects, CC&B-Customer billing and Payment project.
Senior Program Manager, AppleCare and iPhone Sales Analytics
Apple - TCS, 2014-2017

· Manage a team of 11 direct reports and 4 scrum teams to deliver the Global Business Intelligence (GBI) projects for worldwide iPhone Sales.
· Delivery of regional dashboards for demand planning and product life cycle management.
· Delivered the on-demand iOS- based Sales Analytics Executive reports project and Apple Care Contact Center – Mpower application to track Advisors’ performance and training plans.
· Application Dev: Objective C, Box – Reviz React, git hub
· Databases and Reporting tools: Oracle, Vertica, Teradata, Tableau, SAP BO, Saba-LMS
· PM tools: Omniplan, Pathfinder, JIRA, Confluence
Program Manager- Global Sales Program Office
Wipro, Brocade and Trilliant, 2005-2014

· Managed Business process re-engineering of the pre-sales process and managed tactical GSPO initiatives including Salesforce CRM enhancements, cloud-based content management tool, LMS.
· Conducted fish bone analysis and defined & automated the process to secure product literature/ updates/ pricing approvals for Field Sales team and reduced the turnaround time by 25%.

· Manage 3rd party and region-specific partner compliance to de-risk deals and upside.
· Partner closely with APAC, EMEA and North America Law team to deliver complex international deal support on large sales deals such as Her Majesty Royal collections.
· Manage pre-sales initiatives at Wipro for clients such World Bank, Lloyds TSB.
· Applications: Salesforce.com, Flight Deck, Sharepoint, Big Machines, @task, MS projects
Education and Certifications  

· MBA in Information Technology - Institute of Management and Technology (IMT-Ghaziabad)
· Post Graduate Certificate in Business Administration--UC, Berkeley
· ITIL - Service Management Certified
