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BRIEF PROFILE 

Functional Area (Role)			:	Senior Analyst- Service Improvement
Area of Expertise			:	PMO and Practices, BAU, Service Improvement
Highest educational Degree		:	MBA
Post-Graduation			:	MBA from IMT Ghaziabad
Date of Birth (Gender)			:	28th July, 1986 (Female)
Present Address			:	H.No 593, Ist Floor, Sector 37, Faridabad, Haryana 121003
Marital status				:	Married
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· PMP® Trained from Project Management Institute PMI certified Institute (Project Management Professional) 
· Certified Scrum Master from Scrum Alliance
· ITIL V4 certified professional



CAREER PROFILE

· Prominent contributor in service improvement plansin BAU and strategies by applying ITIL
methodologies.
· Posses’ good knowledge on Agile methodologies including Scrum.
· As a trained PMP professional, I am well versed in Project Management methodologies & best practices which enables me to support project management in the best way.
· Service Improvement and Quote life cycle management
· Goal-driven professional who maintains a productive climate to meet high performance standards. 
· Productive worker with solid work ethic who exerts optimal effort in successfully completing tasks. 
· Highly motivated self-starter who takes initiative with minimal supervision. Willingness to Learn. 
· Very confident and assertive
· Able to leverage service level by converting unhappy customers/end users to happy customers/end users by understanding their problems, educating them, giving them confidence as being able to solve their problems, 
· Flexible Team Player
· Hold a good understanding of telecom-based product like – SDWAN, Managed Services, Salesforce Quote to Bill, CPQ








WORK EXPERIENCE

Assignment (2) SITA, Gurgaon
Tenure: April 2019 till Present
Designation: Senior Analyst Service Improvement 
Job responsibilities

· Interface with several SITA entities to identify, gather and assess the BAU and change request that are needed to improve end-users experience and increase Quote to Bill process/tools efficiency & productivity
· Involved in one of the major projects under PMO and Practices which is covering the integration of the Logik.io platform and the implementation of the full end-2-end process (Opportunity to Bill) supported by the Salesforce CPQ platform.
· Performing Process & Tools Impacts assessment for Product creation/evolution/maintenance and any of key transformational projects involved namely: Salesforce CPQ, Service Gateway Delivery workflow (ServiceNow) and API’s based developments with OBS tools for Pre-sales, Ordering & Delivery. 
· To ensure right and on time assessment (incl. gap analysis compared to today’s ways of working, quote to bill business process & tools) on new products integration and evolution, write business requirements and coordinate with IT development, documentation, and testing.
· Design, document, test High level Quote to Bill process, procedures, working instructions and guidelines for any tool or organization changes. Test and Validate release of new and modified Quote to order to Bill processes. Drive the production and publishing of the process documentation, design and publish clear working instructions, and maintain knowledge library up to date.
· Perform users’ stories / uses cases test, tests plan, bug fix release and new release on the QtB tools chain. On predefine calendar, User Acceptance Tests are done by me to ensure that Bugs are fixed correctly, and new feature works well as per the requirements.
· Perform ad hoc training session on Process and Tools evolution from new products, or key transformational projects involved. Support the GEOs Solution Designers, Commercial Managers, LCM and Product Delivery managers in meeting their objectives through performance of tools and processes. 
· Contribute to quote to bill tools evolutions and replacement programs. To ensure best practices are defined and implemented, providing the right end-users support through those changes.
· To manage Escalation to upper level according to defined escalation matrix and roles & responsibilities.
· Support and instill a culture of continual improvement by identifying areas for improvement; developing and implementing plans to improve organization, processes, and systems. 

Assignment (1) Elite Enterprises, NCR
Tenure: April 2015 to June 2018
Designation:  Manager-Business Development
Job responsibilities

· Handling revenue of 1.5cr+ and significantly enhancing net annual revenue by +2.5%
EY2018 – 2019
· Conduct regular, planned review and audit for ensuring adherence of defined delivery
processes
· Weekly generates the Product Quality Status reports &amp; presents the same to Client &amp.
internal management
· Use to generate the team productivity report &amp; which helps the team members to target on
the improvement areas
· Use to work on the RCA (Root Cause Analysis) sheets &amp; update the knowledge sharing
documents with findings
· Consistently maintained a high-standard performance record via exceptional service, follow-
through, and specific attention to detail which resulted in higher sales
· Identifying Business opportunities and meet assigned targets for profitable sales volume and
strategic objectives.
· Cross Selling and Up Selling to get the maximum wallet share of our customers
· Analyze complex situations, designed practical solutions, and implemented cost-effective
business strategy
· Directed marketing efforts to promote visibility to acquire new customer and to introduce
new products to existing customers
· Developed personnel and People management, motivated staff to exceed goals, and
improved production and sales


EDUCATIONAL & PROFESSIONAL QUALIFICATION

· MBA in Operations Management from IMT Ghaziabad
· Bachelor of Arts from Delhi University


EXTRA CURRICULAR ACTIVITES/AWARDS/ACHIEVEMENTS

· Artist (Singer)
· Received referrals & appreciations from various clients
· Won no. of prizes in Music and Art competitions held at state level during schooling
· Won awards in creative writing competitions held at school level
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