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PROFESSIONAL SUMMARY
Information Technology Professional with seventeen years of experience in ERP/CRM Applications. Worked on PeopleSoft, Salesforce, Workday products. Have setup HRIT/CRM Shared Service operations at India for major companies. Involved in Project management, Program management, Service Delivery Management, Change management and Test management for ERP applications.
CAREER SUMMARY
Project 1:                                                                           

   
Client              
:  Attra Infotech

Role
:  Service Delivery Manager 

        Applications                                  :  Salesforce, Workday 
        Tools 
: JIRA, Service now.                                   
        Period
: Dec 2019 – Till Date
Roles/Contributions:

· Lead the effective design, development, integration and implementation of Salesforce applications (Sales Cloud, Service Could, Marketing Cloud, Community Cloud, Commerce Cloud) while driving to optimize speed of delivery, cost effectiveness, and quality
· Manage day-to-day service delivery to customers and the operations for Salesforce (customer support, forecasting, planning, analytics, scheduling, training, people management, operational procedures & controls, customer relationship management, customer escalations, etc.)

· Implemented the integration for Salesforce with Heroku system. 
· Involved SFDC integrations with other systems using MuleSoft. 
· Involving code reviews for   Apex, Visual force and lighting components. 

· Participate in backend engineering technology architecture discussions for product development and advocate better backend development practices (CI, testing, operational efficiency, etc.)

· Drive release management and change management processes for the Salesforce Hub. Implement new features/upgrades of cross organizational functionality (reusable solutions/products) to all Salesforce organizations
· Ensure that incidents are resolved within Service Level Agreement (SLA) Oversee problem management and drive identification of root causes as well as prevention of recurrences

· Collaborate effectively with business and delivery partners to assess feasibility of Salesforce as a solution for the business use case and define requirements, timelines, and success criteria
· Create functional designs, prototyping test planning and execution, training coordination, and documentation of operational support procedures for Salesforce Projects. 

· Regularly keeps the stakeholders updated on the project progress & ensures high satisfaction scores. Effectively communicates the technical concepts to non-technical stakeholders. Showcases industry best practices & pushes for adoption.

· Monitor team performance against services being delivered and provide metrics to clients on service SLAs and projects

· Work closely with the client managers and SMEs to identify areas where I  can provide additional services
· Member of the incident management process, available 24x7 for major incidents

· Engage in governance process discussions and provide feedback on improvements.

· Ensure resources are mobilized
· Provide clear and timely communication to senior leadership in the event of a major incidents

· Ensure appropriate levels of capacity management (tactical and strategic) are in place
· Preparing Weekly, Monthly, Quarterly performance metrics and presented to the key stakeholders. 

Project 2:                                                                           

   
Client              
:  Daimler AG

Role
:  Senior Solution Architect
        Applications                                 : Salesforce, Workday , SAP and  PeopleSoft 
        Tools 
: JIRA, CISM, HPPPM, Service now.                                   
        Period
:  May 2015 – Dec 2019
Roles/Contributions:

· Involving Project initiation, Plan, Workforce management and Development of innovative concepts and implementation of Daimler AG Projects
· Lead the effective design, development, integration and implementation of SalesForce.com applications (Sales Cloud, Service Could, Marketing Cloud/Pardot, Community Cloud, Commerce Cloud, Salesforce Content Management System) while driving to optimize speed of delivery, cost effectiveness, and quality

· Manage day-to-day service delivery to customers and the operations for Salesforce (customer support, forecasting, planning, analytics, scheduling, training, people management, operational procedures & controls, customer relationship management, customer escalations, etc.)

· Drive release management and change management processes for the Hub. Implement new features/upgrades of cross organizational functionality (reusable solutions/products) to all Salesforce organizations
· Build risk and issue management plans and cadences, actively re-planning with business and delivery teams, managing expectations throughout project delivery

· Ensure that incidents are resolved within Service Level Agreement (SLA) Oversee problem management and drive identification of root causes as well as prevention of recurrences

· Collaborate effectively with business and delivery partners to assess feasibility of Salesforce as a solution for the business use case and define requirements, timelines, and success criteria
· Create functional designs, prototyping test planning and execution, training coordination, and documentation of operational support procedures for Salesforce Projects. 

· Contribute to the growth of the practice by identifying and leading internal strategic 
· Regularly keeps the stakeholders updated on the project progress & ensures high satisfaction scores. Effectively communicates the technical concepts to non-technical stakeholders. Showcases industry best practices & pushes for adoption.

· Participating in cross-functional coordination, planning, and reviews with leads from other engineering teams

· Maintaining and fostering our culture by interviewing and hiring only the most qualified individuals with an eye towards diversity
· Stakeholder management 

· Vendor management.

Project 3:     

   
Client              
:  Daimler AG, FUSO

Role
:  Service Delivery Manager
        Applications                                  : PeopleSoft HR Helpdesk

Environment
: IBM OPL, HPPPM, CISM, HPPPM, Service now
                                 
.
Period
:  Oct 2013 – May 2015
Roles/Contributions:

  Worked closely with BU’s to understand business processes and strategies and design the generic template model for  

      Daimler AG Projects.
Involving business solution, Project initiation, Fit Gap, Project Plan, Workforce management 

Working closely with the development team for the requirements conversions. 

Converting business requirement documents into functional documents and also review the technical design  

      Documents. 

Monitor project performance, identify variances to plan and take/suggest corrective actions 

Identify best business practices and implement the processes together with our customers; look for opportunities for business process improvement 

Managing customer expectations; effectively handle complex customer discussions 

Proactively identify and communicated issues that may impact the successful 

Organizing the SIT and UAT team for all developments 

Involved in transition plan and ensure the complete knowledge transfer happened for the AMS team. 


ACCOMPLISHMENTS
· Have setup the HRIT operation for Daimler, India. 

· Part of global digital transformation team and implemented ERP digital transformations. 

· Involved RPA and Chabot implementations for ERP platform.

· Involved in end to end data integration team setup at India. 

· Certified Scrum Product Owner® (CSPO®). 
· Technical Experience
· BI, DW and analytics tools for HR Integration, Reporting and dashboards. 

· HPPPM, JIRA, Service now for Service Delivery and Project Delivery. 

· Chatbot for ERP Applications. 

Work EXPERIENCE
· Working as Service Delivery Manager with Attra Infotech, Bangalore from Dec 2019 to till date. 

· Working as a Senior Solution Architect with Mercedes Benz India from Aug 2011 to Dec 2019
· Worked as a Test Lead in Cognizant Technologies from Nov 2010 to Aug 2011.
· Worked as a Service Delivery Lead in Capgemini India Ltd from Dec 2009 to Nov 2010.
· Worked as a Client-Side Manager in Birla Soft India Ltd from July 2007 to Dec 2009
· Worked as an Offshore Lead in Sify Limited Ltd [From Oct 2006 to June 2007.
· Worked as a Consultant in SVL InfoTech [From May 2003 to Sep 2006.
EDUCATION
· BE (Computers) from Bharathiyar University, Coimbatore [from 1999-2003].
