Shivani Shinde 
Phone: (804) 399-0028 									          email: shivaniii@gmail.com 

[bookmark: _GoBack]Professional Experience Summary 	
· 6+ years of process management experience in business process analysis, requirements analysis, resource estimation and risk mitigation
· Process owner in resource co-ordination of SAP’s Remote Service Delivery Team 
· Excellent customer interaction, interpersonal, decision making and issue resolution skills 
Experience 
American Red Cross/Central Virginia Food Bank, Richmond, Virginia			            Jan’ 09 to present
· Volunteered in the International Services Department and as a Volunteer Coordinator with the American Red Cross
· Volunteered in the packaging department with the Central Virginia Food Bank

SAP Labs India, Bangalore, India 
       Business Analyst/Senior Service Delivery Administrator 					           April’ 04 – April’ 08
Responsibilities:
· Lead Remote Service Delivery dispatch team of 50 senior consultants
· Accountable for identifying, planning, scheduling of services
· Responsible for resource operations and constraint resources across multiple global service delivery teams
· Designed RFP process for capturing client resource requirements
· Implemented prioritization matrix to account for 20% increase in requirements without impact to timeline or budget
· Conducted contract negotiations with SAP MaxAttention (high-priority) clients
· Managed client product schedule using role and efficiency based leveling techniques
· Mapped business requirements to project needs
· Gathered functional requirements in co-ordination with technical developers
· Created test plans, test cases and business scenarios, co-ordinated testing and communicated test results 
· Conducted workshops for forecasting, trending, performance and gap analysis 
· Designed and conducted training seminars for support team managers
· Implemented escalation procedures for critical cases for high priority customers
· Prepared and presented monthly presentations to senior management on overall status, conflict resolution metrics and process efficiency optimization
· Designed and implemented communication management plan
· Proficient in ISO audit and TQM procedures
Genisys Software, Contact Centre Division, Bangalore, India 
       Senior Customer Care Officer 								           June’ 03 - April' 04 
Responsibilities: 
· Performed time utilization calculations of agents for availability on other projects 
· Performed recruiting and mentoring activities for new hires 

GE Capital International Services, Hyderabad, India 
       Senior Process Executive 									      March’ 02 - March' 03 
Responsibilities: 
· Increased customer retention to 80% through consistent call quality performance
· Assisted in collecting data for Six Sigma Green Belt projects 
Alpine Travel and Tours Private Ltd., Bangalore, India 
       Travel Assistant 										         May' 01 - March' 02 
Responsibilities: 
· Manage entire travel portfolio for multiple clients and build and maintain client relationships   
· Conducted market research surveys among client base to seek impact of advertising in tourism

Education 
    Executive MBA (E-MBA) 
     Manipal Academy of Higher Education, Manipal University, Bangalore, India 
Bachelor of Commerce (B.Com) 
Mount Carmel College, Bangalore University, Bangalore, India 
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