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Summary
· Business analyst with over 7+ years ITSM experience. Experience analysing different business operations with a focus of providing remarkable IT Service Management solutions for the end users. 
· Great IT Service Management (ITSM) experience in Change Management, Incident Management, Problem Management, Service Catalog, Self Service Portal in Service Now. 
· Remarkable experience gathering different requirements and validating same with Process owners. 
· Successfully used Agile/Scrum Method for gathering requirements and facilitated user stories workshop. Documented User Stories and facilitated Story Point discussions to analyse the level of effort on project specifications
· Capable of establishing good rapport with stakeholders, upper management, developers and QA team to achieve business goals. 
· Worked on CRM system implementing with Service Now platform. 
· Experienced in documenting high level and detailed requirements using different elicitation techniques such as user stories, use cases / prototyping.
· Experience participating in CAB meetings and the entire Change Management process. 
· Experience defining and refining different processes using Visio to prepare process flowcharts to explain said processes to clients. 
· Experienced working on a very small, larger and complex project using agile project management methodology.
· Prepare use cases, test cases, test scripts and mock ups. 
· QA testing and User Acceptance Testing (UAT) experience

Technical Skills
 
SDLC: Waterfall, Agile, RUP
Applications and Utilities: BMC Remedy ARS […] ServiceDesk […] Request Management […] Management […] Remedy Asset Management […] Service Level Agreement 7.6, Mid-Tier, DSO, Remedy Migrator, BMC Atrium CMDB 7.6/2.X, Remedy Approval Engine, Email Interface, Visio, Web Logic Server, 
Data Base: […] Oracle […] Best Practices: It Infrastructure Library (ITIL) 
Reporting Tools: Seagate Crystal Reports / Business Objects Testing Tools: Win Runner, Load Runner 
Office Tools: Ms-Office (Ms-Word, Ms-Excel) 
PowerPoint Presentation, Ms-Project 

Professional Experience

Centene Corporation- St. Louis, MO		           				  	        Aug 16 to Present	
SR. Business Analyst / Service Now

The scope of the project is to work on converting complex request workflows from BMC Remedy to ServiceNow and analyse the Remedy workflows, enhanced -streamlined workflows, and collaborated improvements in Incident Management & IT ticket management system solution testing new and updated workflows in ServiceNow. The international project team utilized ServiceNow project management within agile framework.

Responsibilities: 
· Collaborated with ServiceNow to standardize the undocumented change management process for Online Tech and Online CT groups using ServiceNow and mirroring the current Corporate Change Management process. Results: Increased accuracy of change information for CI's in the ServiceNow CMDB, clear accountability for all steps in the change process, complete auditability of changes by SOX auditors, eliminate single points of failure in the approval processes, streamline processes for efficiency and consistency and improved the communication and notification of changes. 
· Worked on configuring Incident Management, Problem Management, Change Management, Knowledge Management, Asset Management, CMDB and SNOW Reporting using ITIL process.
· Interactions with the Business User team to collect the Business Requirements, Processes and the Data Requirements for CRM implementation with ServiceNow.
· ServiceNow Discovery to populate the ServiceNow CMDB and populate downstream ITIL processes with network and asset data, in data center set-up.
· Addressed relevant needs of Service Management CRM Tool for all Service Providers being on-boarded.
· Developed Use Case diagrams, business flow diagrams, Activity/State diagrams and Sequence diagrams using Rational rose so that developers and other stakeholders can understand the business process as well as got involved in LLD and HLD. 
· Gather requirements for development of various Service catalog items and Request fulfilment with defined SLA and Workflow for both Portal and ITIL views.
· Worked on high level requirement gathering activities involving elicitation practices like JAD Sessions, Focused Groups and Document Analysis.
· Assisted in entering and updating Issues (Epics, Stories, and Tasks) onto JIRA Agile application. 
· Understand the ITSM business requirements provided by Solution Architects and convert them into technical specifications. Involved in Installing and Configuring ITSM.
· Performed data analysis on source and target tables to validate the data requirement based on business rules and design documents.
· Worked as a strategic partner between the business community and ITSM development teams to resolve functional and technical issues related to business applications, to troubleshoot data or transaction issues, and to review opportunities to leverage new functionality. 
· Identified the gaps between the current deployment of applications and future requirements that have evolved due to organizational growth, changes, or strategy. Translate business requirements into system definitions and solutions. 
· Developed the design specification, testing information (use cases), installation instructions, and user documentation which provided end-to-end IT Service Management based on ITIL
· Identified the Test requirements based on Application functional requirements, participated in Test Plan Preparation. 
· Authored various UML diagrams such as Use Cases and activity diagrams using MS Visio and defined the Data Flow Diagrams (DFD). 
· Authored test plans, test cases for various test scenarios and helped testing team to better understand the scripts, and live environment constraints. 
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Cigna Healthcare - Raleigh, NC        								Oct 14 to Aug 16
Business System Analyst

The project involved designing and configuration of Change Management and Problem Management on ServiceNow instance that support ITIL and business processes that are simple, intuitive and easy to use, allowing customers to extend and customize ServiceNow components to meet specific business needs. As a Business Analyst worked on the process flow of Implement and administration of the ServiceNow installation, including managing system configurations, gathered and documented user and process requirements, developed workflow customizations, and performed quality assurance testing and user acceptance testing.

Responsibilities: 
· Serve as facilitator between Business and IT technical team to help in meeting business needs. 
· Identify gaps between what is deployed in ServiceNow and what is prescribed by ITIL best practices. 
· Perform requirement gatherings for developer to build service requests from customer requirements including requests, request items and tasks in ServiceNow. 
· Gathered Business Requirements and Interacted with the CRM users to understand the existing functionality, current state processes, tools to get a better view of the Business Processes and functionality to develop and configure the ServiceNow platform.
· Create, review and detail user stories in Software Development Life Cycle (SDLC) for different enhancements to be done in ServiceNow. 
· Performed requirement gathering, documentation of requirements to meet business needs in various ITIL process areas including Service Catalog.
· Responsible to conduct Peer Reviews for all the Interface Agreements and the BRD’s and Prepared BRD for service desk enhancements of incident management.
· Review, analyze, and manage backlogs (stories &defects) from Process Owners and Service Owners. 
· Manage procedures for the submission, review and authorization of Change Requests. 
· Involved in implementation of ITSM & operational.
· Worked with SME in the Service Now CRM Implementation project, applying ITIL Framework to Corning IT Services.
· Facilitate and conduct requirement sessions with subject matter experts for elicitation, modelling, documentation and management of Business and Systems requirements to create Tableau dashboards
· Monitor the maintenance of Change Management policies and ensuring compliance with SOX documentations. 
· Built Functional Requirement Specifications and defined Data Requirement Document
· Reviewed Product backlogs and prioritize Agile stories accordingly in every sprint.
· Designed and implemented ITIL based Change Management Process using Six-Sigma Methodologies 
· Identified the data requirement list and analysed the data to be extracted or added from the data warehouse
· Identify and participate in resolving issues and conflicts within the project team. 
· Work with end-users and Stakeholders to define Business Requirements Documents (BRDs) for ITAM Configuration Management  
· Perform QA testing & UAT testing for user stories from approved Sprint for scheduled deployment. 
· Engage Process owner in demo session for completed enhancements to obtain approval before a change ticket created for Go-Live. 
· Facilitate training, prepare requisite materials and participate in actual training and transfer knowledge to users. 
WellMed Medical Group, San Antonio, TX							Jul 13 to Sep 14
Business Analyst

The project to work on helpdesk application by ServiceNow incident management integration by exchanging ticket data between a Salesforce and a ServiceNow instance automatically using cloud-based ITSM delivery model using an Agile test framework.

Responsibilities:
· Involved in Inception Phase and prepared vision statement and initial data models that contain Business Requirement Documents and supporting documents that contain the essential business elements and detailed definitions.
· Working with functional teams in an agile environment, analyze factors and components of systems and processes to manage interrelationships and facilitate change. Detects inefficiencies or conflicts in systems and processes and helps to identify effective improvements.
· Reviewed existing IT processes in ServiceNow to identify areas of improvements & enhancements.
· Implement and configure new ITSM platform ServiceNow.
· Facilitates communications between customers, SME's and Technical staff. Participate in various testing functions (i.e. string and acceptance tests) to verify that results are correct. 
· Analyzed the system for the effectiveness of the E- commerce operations.
· Help manage the overall content of websites through CMS systems. 
· Assisted in creating wireframes for web interface with the GUI design team.
· Analyzed data and created class diagrams and ER diagrams for designing databases.
· Determined project scope and engineering requirements, estimated schedules, tracked item completion, certified milestones and maintained project documentation and corporate e-commerce web site Testing. 
· Planned and defined Use Cases created Use Case diagrams, Scenarios and Use Case Narratives using the UML methodologies.
· Migrated Data from MS Excel to SQL Server Reporting Service Using DTS and SQL loader utilities.

Assurant Health, Milwaukee, WI								Nov 11 to Jun 13
Jr. Business Analyst

The web site and the supporting system are developed to provide online insurance services to their customers and Agents. The insurance Application involves quotation tool and enables the customer care to complete the transaction after selecting the insurance plan, pricing, analytics, location details etc. Also, agents can quote or complete the application online on behalf of the customer.

Responsibilities:
· Gathered business requirements by driving user-group meetings and working with various global, cross-functional and virtual teams
· Responsible for business system analysis of customizing the BPS Risk Management product with involvement through the whole SDLC
· Help manage the overall content of websites through CMS systems. 
· Designed and developed Use Cases, Activity Diagrams, Sequence Diagrams, OOD using UML
· Involved in formal requirements gathering methodologies, and developed reports based on specifications.
· Created the design layout for a mobile app used to scan a customer’s car to recommend tires and show the tread condition of their tires. 
· Created document for web analytics implementation, tagging and testing. 

Education
Bachelor’s in commerce from Osmania University, India,2003. 
Master’s in Business Administration from Osmania University, India,2005
