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Professional Summary
· Skilled professional with over 8 years of experience in Process and Project Management

· Experience in multiple industries – Retail, Healthcare, and  Education

· Strong knowledge of Sales, Service and Support automation
· Excellent work ethics, self-motivated, quick learner, and team-oriented
· Continually provided value-added services to the clients through thoughtful experience and excellent communication skills
· Proficient in Salesforce Administration; managed over 500+ user profiles, roles, profiles, groups, accounts, contacts, record types, permissions; provided end user support

· Experience working on Sales and Service Cloud
· PMP Certified with experience working in
Project Management 



Process Management

Requirements Management


Performance Management

Change Management



Risk Management

SDLC Experience Summary: 

· Experience in working with the Technical team and Business stakeholders in reviewing solutions 

· Experience in eliciting requirements using one-on-one interviews, questionnaires, conference calls, and Web-Ex sessions
· Experience in writing Use Cases and User Stories to define the user’s interaction with the system.

· Experience in creating Project deliverables such as –Business Requirement Documents, Matrixes, Process Documents

· Experience in writing basic SQL queries to validate data
· Experience in managing Issue / Defect Management, Change Management and Risk Management

Agile Experience Summary:

· Experience in managing and updating Product backlogs and working as Product Owners  

· Experience in working closely with the businesses to write User Stories and acceptance criterias
· Created wireframes, data mapping documents and excel mockups to supplement User Stories
· Adept at working with an Agile team to get stories broken down into tasks and making sure scrum board is up to date as tasks progress 

· Experience in managing Sprint Burndown charts

· Experience in working with on-site teams and off-shore teams
· Experience in running sprint retrospective meetings, Product Backlog refinement, Sprint review, daily scrum/ stand up meetings
Certifications

PMP Certified
Certified Scrum Master

Certified Salesforce Administrator

Certified Salesforce Platform App Builder







Education

University of Maryland

Masters of Business Administration (MBA)

Master of Science in Healthcare Administration (MHA)  

Bachelor of Science in Computer Information Systems

Experience

Accel Entertainment Inc (IL) – Salesforce Business Analyst
July 2020 – present
· Assist in managing Salesforce projects on different platform including Sales, Service, Field Service Lighnting and Community Clouds.

· Administering Process Automation, User Management, Reports and Analytics processes
· Managing a team in an Agile environment - consisting of Salesforce resources including analysts, developers and administrator plus third party partner resources

· Collaborating with other IT, Sales and Service team to define their business process.

· Gathering requirements and driving execution of deliverables.
· Defining the Business Process including Change Management  and Risk Management Process
Discover Financial Services(IL) - Salesforce Business Analyst 

August 2019 – July 2020
Working closely with business partners on Lightning migration project.  Performing day to day Salesforce Admin duties on Sales Cloud including:
Users Management:- 
· Maintain and customize Users, Roles, Profiles, Groups, Accounts, Contacts, Record Types, Objects, Pick lists and Page layout customization to support vital business functions

· Organize Roles Hierarchy, Permission Sets, OWD, and Sharing Rules to apply appropriate security controls
· Design Sharing Rules at object, field and record level to provide access for the limited users

· Create Teams, Queues, Public Groups, Email Templates and Letterheads 

Process Automation:-
· Automate  manual  process using declarative tools like Workflows and Process Builders

· Create workflow rules and defined related tasks, time-triggered tasks, email alerts, and field updates

· Worked on Salesforce1 Platform to build Mobile App by enabling Lightning Components to make Lightning Application mobile

Development:-
· Gather Requirements from internal employees and higher management on a weekly basis

· Translate Requirements into an action plan with milestones and deliverables

· Monitor team and provided training sessions, communications, and documentation as required

Data Management:-
· Develop reports, dashboards, and processes to monitor data quality and integrity 

· Create various Reports, Custom Report types like Tabular, Summary and Matrix and Dashboards to keep track of Custom and Standard objects and configured permissions to Reports based on User’s profile

· Schedule retrieval of report data to be used with an Analytical snapshot

· Perform activities related to configuring Data Loader

Training:-
• Provided training on new and existing systems as needed to support operational activities
• Troubleshoot end user reported problems or coordinate internal and/or external support

Client:  RRP Consulting (IL) - Salesforce Administrator 

May 2017- July 2019
Working closely with business partners to implement the third party Claims Management tool on the Salesforce Service cloud platform.  Performing day to day Salesforce Admin duties including:
Achievements/Tasks: 

• Responsible for migrating Business Units from Classic to Lightning platform in Salesforce

• Regularly worked with the business users to prioritize Product Backlog Items (PBI)

• Gathered and maintained traceability of the User Stories and Functional Requirements

• Application administration, customization, maintenance and end user training
• Worked with end users to identify and analyze business processes, workflows, requirements, issues and   

  opportunities, and evaluated the potential application of new or modified technology solutions and/or processes
• Resolved data discrepancies between all business systems and applications
• Customized Chatter objects and tabs to view progress and discussion on business processes
Client:  MGRM Inc (NY, USA & Delhi, India ) - Project and Process Management 
January 2010 - March 2015

Provided Project Management services to the M-STAR Content Management System portal, focusing on the Education sector. Provided services in various areas including Business Development and Project Management. Successfully implemented numerous business processes initiatives by utilizing user involvement and inputs, service management techniques, along with performance reporting to improve the acceptance of new systems
Achievements/Tasks:
· Worked closely with the Functional Managers in identifying project scope and developing a detailed project plan

· Developed User stories and requirements while evaluating the practicality by analyzing customer needs

· Participated in planning, status meeting reviews, retrospectives, release planning, demos, and UAT meetings

· Assisted with prioritization and resolution of defects and bugs

· Managed the product backlog (grooming, prioritization, and refinement), worked day-to-day with the product Scrum teams to clarify requirements balancing business needs with technical requirements and recommended alternative technical approaches to meet design requirements when needed

· Balanced and advocated for the use of agile delivery concepts and business analysis tools and techniques

· Worked closely with Product owners and Scrum manager within the program to define the scope and ensure the integrity of the end-to-end solution

· Developed, implemented and managed team metrics, evaluated team metrics and made recommendations to teams and management for improvements

· Performed gap analysis in existing processes, worked with PMO managers to champion ongoing process improvement initiatives to implement best practices for Scaled Agile Project Management
· Arranged training modules for new process development and implementation

· Responded to impromptu Release Status and Report requests from the client and within the team. 

Project Management Consultant

CMS/Northrop Grumman-PDS Technologies  

December 2007-November 2008

Contracted with Northrop Grumman Healthcare Information Technology sector to work on the Centers for Medicare & Medicaid Services (CMS) projects: - Medicare Beneficiary Data Suite of Systems (MBDSS) and Beneficiary Eligibility Suite of Systems Transactions (BESST) to identify and implement business processes and disciplines in the areas of: Quality Management; Communications Management; Cost Management; Risk Management; Performance Measurement and Analysis Management and Change Management
Achievements/Tasks:
· Drafted Project Plan, defined project needs, and requirements, the selected measurement for collection, collected metrics from various sources and analyzed the data to generate the Status reports. Used the results for decision making and for identifying Opportunities for Improvements or Corrective Actions
-  Performance and Measurement Analysis Management
· Drafted Measurement & Analysis Plan, defined project needs, and requirements, selected measurement for collection, collected metrics from various sources and analyzed the data to generate the Status reports
· Managed Financial Management processes by creating Earned Value Management (EVM) monthly metrics reports via the MPM tool

- Release Planning, Scheduling & Reporting
· Created Project Schedule via Microsoft Project to report project status to the client on a periodic basis

· Consolidated CRs (Change Request), Remedy Tickets and Special Projects for tracking in the Release Index and Project Schedule for the client weekly

· Managed relationship with client stakeholders in support of assigned process/function

· Responded to impromptu Release Status & Report requests from the client and within the team 

· Defined and executed the State Processes using tools like MS Visio, SharePoint, and Lotus Notes
-  Change & Problem Management
· Participated in the creation of the Change Request Tracking Process and documented the process flow 

· Coordinated the CR process by distributing the CRs to all the Business Analysts, Testing Team & PMs for their review and Technical Evaluation

· Consolidated CRs (Change Request), Remedy Tickets and Special Projects for tracking in the Release Index and Project Schedule for the client weekly
-  Risk Management

· Performed risk analysis and monitoring progress of projects on a monthly basis

· Managed Risk and Issue Logs for all the project

· Conducted quantitative and qualitative risk assessments of the potential risks to the organization


-Training
· Managed, developed, trained and prepared Performance reviews and goals for the team leads
· Found gaps in existing processes, arranged training modules for new process development and implementation.

Healthcare Business Analyst

CMS/Northrop Grumman-Customer Value Partners 
December 2006-December 2007

Achievements/Tasks:
· Responsible for 100% project completion on time while meeting strict timelines and budget requirements.
· Managed process improvement and resolution of various issues related to the tracking of process improvement.
· Facilitated the collection, management and reporting of project information, as well as the identification, documentation, development, and support of consistent methods, process flows, and methodologies.
· Held iteration kick-off meetings with the business users, development teams, and functional managers

· Maintained traceability of the User Stories and Functional Requirements
· Prepared training documents by incorporating better business practices for end users

· Prepared and provided detailed weekly progress reports to the business stakeholders

· Created and implemented SharePoint Knowledgebase areas for all the projects related training, filing, protection, and retrieval of records, and assure compliance with the program.
· Provided Level-of-Effort (LOE) estimate on change requests and cost and budget analysis reports.
Medical Sales Representative

Maryland Med Inc 



               




June 2004-December 2006

Achievements/Tasks:
· Managed the development and execution of all external marketing/advertising material, including case studies, fact sheets, and brochures

· Worked directly with executive management to devise strategic initiatives and implemented an operational plan, with an annual increase in profitability
· Conducted trend analysis to identify broad growth and expansion opportunities.  Resulted in a larger variety of offerings and an increase in Clients

· Worked with a software firm to develop a database to track patient and vendor information for medical supplies, resulting in improved efficiencies in billing and A/R

· Planned and controlled production.

Healthcare Research Analyst

Alicia Smith & Associates, LLC 


    



April 2003-January 2004

Achievements/Tasks:
· Provided research support in legislative, health policies and data analysis
· Assisted in developing and implementing policies with a focus on Medicaid, Medicare, SCHIP, Section 1115 Managed care and other public health and public insurance programs. Gathered relevant information and analyzed corresponding data to achieve these goals

· Conducted studies and evaluated healthcare programs using Medicaid and Medicare Manuals

· Attended various legislative meetings, briefings, and conferences

· Reviewed, drafted and provided inputs for States Medicaid demonstration waivers and concept papers
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