Sheela. A
Mobile: (+91) 8095506488 ~ E-Mail:  sheelashashis@gmail.com
20+ years work experience managing a full spectrum of Service Management, Human Resources, Program Services & Functions, Process & Policy Quality. Demonstrated experience in collaborating with business to conduct HR strategic planning in order to support and further corporate goals.
PROFESSIONAL SUMMARY

· ITIL V4, Certified Scrum Master, SIAM certified, Six Sigma-Green belt. Pursuing Advanced Delivery Leadership program
· Meticulous professional with overall experience of 20+ years of hands-on experience in managing the entire gamut of Service Management, Client Management, Human Resources, and IT services with demonstrated leadership qualities, conceptualizing, and effectively implementing measures / modifications in the operations, systems, procedures & policies for optimal utilization of resources.

· Adept in setting the agenda and strategy for the BU including Contract Management, Delivery Management, Services Management, Manpower Planning, ensuring effective talent acquisition and development, and developing all policies, programs, and practices related to people, culture and organizational issues along with corporate HR.


· Building, developing, mentoring, and leading multiple Teams to deliver " best practices" Services Delivery & Management and employee/ management development, organization design / development, and employee relations.
· End to End operations for Global Mobility, Immigration and Vendor Man
· agement.
· Strong Business/people acumen and ability to influence business leaders at an executive level. Ability to partner across HR to deliver effective business solutions.
· Ensuring to meet and exceed business targets with right talent acquisition to cope with ever changing Global Market


CORE COMPETENCIES

Service Management

· Manage operational support and oversee remediation activities with designated onshore and offshore technical teams and service providers
· Create incident and problem related performance analysis and design data driven service improvement projects
SIAM

· Established a robust governance structure for coordinating with multiple service providers
· Foster regular communication and collaboration among teams and service providers to maintain alignment and resolve issues promptly within agreed service levels

· Encourage Support teams and service providers to adopt innovative solutions and industry best practices to continuously enhance service quality
Strategic HRM 

· Interfacing with management, heads of various functions & personnel for implementing all processes, systems, procedures & policies in line with the core objectives & goals of the organization.

· Facilitating & coordinating with relevant teams across the organization to meet the external and internal client requirements thereby impacting the customer satisfaction and creating long term client relationship.
Manpower Planning and Recruitment 

· Cost effective manpower planning and optimization of resources across all functions. 

· Sharing industry best practices 
Performance Management

· Managing appraisal process within the team and establishing framework for substantiating performance appraisal system.
· Identifying high potential, high performing talent within the organization, while providing accelerated developmental work assignments and learning opportunities through personal meetings, reviews, functional head recommendation, specific achievements, timely completion of tasks etc.

Succession Planning/Capability Development

· Defining and implementing the strategy and programs needed to successfully develop leaders, managers and employees.

Process / Program Management 

· Strategize, direct and ensure timely and correct implementation of new policies and procedures which are in line with the global business goals and policies.

· Provide leadership and direction with regards to the change in the immigration guidelines.
Global Mobility & Immigration
· Analysing trending needs of the department and initiating Mobility Business Plan for Project based International Assignments.

· Planning and execution of end-to-end Mobility cycle through constant co-ordination with IBM vendors.
· Work closely with the business units for resource planning and staffing.

· Appropriate assignments to be initiated and managed based on the business / client requirements
People Management

· Proactive communication with senior management on the Performance and Development.

· Accountable for getting Management’s approval and funding for proposed strategies/plans and HR propositions.
Business Controls
· Random sample testing to ensure process and policy compliance
· Represented the India Mobility Centre during the corporate audit and Global Process Owner reviews
· Controls compliance to meet the industry standards
CAREER CONTOUR
IBM India Pvt. Ltd., ( Kyndryl Solutions Pvt. Ltd. 









Oct’19 - Present 

IT Service Management Leader
· Established and maintained a SIAM governance framework by clearly defining roles, responsibilities and processes across multiple teams to ensure seamless service delivery.

· Worked closely with teams on performance metrics and SLAs, conducting regular reviews and driving process improvements.

· Coordinated with Linux, Windows, Incident, Problem, Change Management teams, Supplier/Support teams to successfully drive the monthly patching activity, significantly improving the overall successful patch percentage.

· Effectively turned around client escalations into appreciations through proactive management and enhanced collaboration, resulting in client satisfaction.

· Drove process improvement activities in collaboration with technical teams and Suppliers that eliminated redundant actions, thereby optimizing resource utilization and saving time.
· Cross-trained the team, enhancing their skillsets and broadening their scope, which significantly improved BCP coverage. This initiative also optimized work processes, enabling the team to achieve more with fewer resources.

· Leading a team of IT service management professionals to deliver high-quality support and rapid resolution of incidents and service requests.
· Implemented ITIL best practices, resulting in a 30% improvement in service efficiency and a 20% reduction in incident response time.

· Managed the transition of IT services during new contract deployment, maintaining seamless operations and integration of disparate systems.

· Conduct regular KEDB reviews and established a prioritization framework, reducing recurring issues and improving overall service reliability.

· Collaborate with cross-functional teams to develop and deploy automated workflows, enhancing service delivery and reducing manual workload by 20%.

· Oversee the implementation of a new ServiceNow Dashboards, improving incident tracking and reporting capabilities, leading to increase in customer satisfaction.

· Developed and delivered training programs for Support Teams on Service Management processes and best practices, fostering a culture of continuous improvement and operational excellence.

· Analysed service performance metrics and generated actionable insights, enabling data-driven decision-making and strategic planning.

· Established a comprehensive problem management process, with effective root cause analysis significantly reducing the frequency and impact of recurring incidents.

· Fostering strong relationships with key stakeholders, ensuring alignment of agreed Service Level metrics with business objectives and enhancing overall organizational effectiveness.

· Raised, managed and tracked process risks

· Worked with client counterparts on process improvement projects

· Communicated process changes to SREs and Tribe Leads and tracked adherence 

· Analysed Incident and Problem data using comprehensive tools like Power BI and Cognos. Results from these analyses helped drive projects which had direct financial gains to the account

· Responsible for planning and coordinating all activities required to perform, monitor, and report on the Incident Management process

· Monitor the effectiveness of Incident and Problem Management process and made recommendations for CSI

· Point for contact for all Major incidents and ensure that activities within a process are being performed at high level of quality and that it meets its associated Service Level Agreements

· Ensure that incidents assigned to their Support Groups are resolved and service is restored

· Develop key metrics / measures for the business performance. Investigate & identify performance drivers, root causes of process inefficiencies, correct/develop new processes to achieve improved performance.
Noteworthy Credits:
· Nominated by the client to travel to UK to complete Transition and Transformation activities as per new Account contract requirement. 

· Awarded the most prestigious award for the account - IBM Rockstar for 2H 2019. Also, received a cash awards.
· Received Global Leadership appreciation for representing Incident Management during account Audits and Non-Standard Liability Risk Governance Review
IBM India Pvt. Ltd., 



















Feb’11 – Oct’19
Core Global Mobility Manager
· Lead a team of 20+ Global Mobility professionals in the design and execution of strategic mobility programs, resulting in heightened employee satisfaction and successful international assignments to various countries travelling on several assignment plan types.

· Serve as the central point of contact, responsible for directing the global relocation process as a strategic consultant facilitating the deployment of global talent on behalf of the business.

· Responsible for successful completion of International Assignment Projects with various Clients.

· Managing entire life cycle of International Assignments for Assignees across globe.

· Conceptualizing and implementation of policies for effective management of available work force as well as development of human resources capital across the organization to support key business objectives.

· Manpower Planning, career expectations to new hires. Training, planning, resourcing, appraising performance; rewarding and disciplining employees; addressing complaints and resolving issues within the team.

· Develop key metrics / measures for the business performance. Investigate & identify performance drivers, root causes of process inefficiencies, correct/develop new processes to achieve improved performance.
· Spearhead the development and enhancement of global mobility policies and processes, ensuring compliance with immigration regulations and taxation requirements across all host countries.
· Assist business on optional package elements based on budget, employee’s need, precedence within the business, employee engagement.

· Facilitate resolution of any escalations by working with HR, Legal, Business, and other vendors.

· Vendor Engagement – Partner with Global Relocation Leaders to lead and cultivate business partnership with vendors.

· Collaborate with Senior Leadership to align mobility initiatives with talent acquisition and succession planning, contributing to the development of a robust global talent pipeline.
· Implement data-driven analytics to monitor and evaluate the effectiveness of mobility programs, leading to reduction in relocation costs while maintaining service quality and compliance.
· Provide expert guidance to expats on immigration, cultural adaptation, and relocation challenges, fostering a supportive and inclusive international work environment.
· Champion initiatives to improve cross-culture communication, integration and employee engagement while on internal assignment
· Implementation of internal controls, business friendly process and procedures helping to meet client timelines.

Noteworthy Credits:

· Actively participated in the corporate audit which was declared SAT by the external auditors.

· Face of the Global Mobility team during the Global Process Owner reviews and PWC audits.

· Recognized by the senior leadership for the outstanding performance of the centre.

Scicom Contact Centre Services Pvt. Ltd.,












Jan’07 – Dec’10
Customer Experience Specialist
· Applied the concepts of Project Management in projects such as transaction monitoring form revision.
· Trained on ISO standards, clauses and Audit process and maintained documentation for department.

· Trained on Six Sigma related quality tools.

· Prepared Integrated Quality Report which comprised 8 reports and conducted training for Senior Management. Identified the focus areas for the team and highlighted the same in the Integrated Quality Report which is shared with Operations and Trainers period wise so that the topics can be discussed during refresher trainings.
· Prepared Root Cause Analysis for multiple processes by identifying the grey areas that reduced the TAT.
· Prepared team alignment and monthly audit sample (Effort based sampling)
Spice Telecom






















Apr’04 – Dec’06
Customer Experience Specialist
· Evaluate the entire compliant resolution process.
· Transaction audit activity led to improving process efficiency and customer experience.
· Worked in a continuous process of evaluating the communication and providing feedback to enhance the quality of all communications.

· Identify process gaps through root cause analysis.
· Prepared reports and analysis as necessary to determine areas of improvement and opportunities.
TRAINING AND CERTIFICATION
· ITIL 4 Foundation - 2023

· Service Integration and Management – EXIN – 2018
· Certified Scrum Master

· Agile Practitioner
· Service Reliability Engineer

· Certified IBM & Kyndryl Mentor

· Six Sigma – Green belt

· Azure Fundamentals

· Google Cloud Delivery Leader

· Emotional intelligence

· Conscious Business: Building Empowerment Relationships
Currently pursuing Advanced Functional Leadership Program in collaboration with REVA University
EDUCATION

· Master in Human Resource [Annamalai University]
· Bachelor of Science [Bangalore University]
PERSONAL DOSSIER

Date of Birth



:
16th March 1979
Passport number


:
U9754844
Address




:
Nrupatunga Layout, RT Nagar, Bangalore - 560032
Linguistic ability


:
English, Hindi, Kannada, Tamil, Telugu
Hobbies




:
Travelling, Music, Reading



AREAS OF EXPERTISE








Incident, Problem & Change Management.


Service Management.


Service Level Agreement.


Technical panel for IT recruitment.


Performance Management.


People Development & Management.


Learning & Development.


HR Business Strategy.


Global Mobility.


Planning & Staffing.


Process Re-engineering.


Employee Engagement.


Stakeholder Management.


Business Controls.


Process & Policy Compliance.


Business Continuity Plan.
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