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Professional Summary    	
Product Management leader with 9+ years of experience driving digital transformation and AI/Cloud-based products across financial services, SaaS, and enterprise platforms. Proven track record defining and executing product roadmaps, leading Agile/Scrum teams, and collaborating with developers and architects on Generative AI projects. Skilled at bridging technical feasibility with customer experience to deliver scalable, high-impact solutions.
Core Competencies    	
	· Product Roadmap 
· Product Prioritization 
· Cross functional Collaboration
· Financial services 
· Agile Methodologies
	· Agentic AI workflows  
· AI product requirements and guardrails 
· LLMs and Agent Orchestration
· Python based Integration and Automation 
· API and Data Mapping 


Experience    	
	Citibank
Technical Product Manager
05/2024 - Current
	· Led the Business process automation as Technical product manager for financial services client Citibank, through Generative AI based micro app (Agent Assist) integrated on their customer service desktop. 
· Partnered with credit card functional SMEs and AI solution architects to define and refine 10+ Agent Assist use cases, enabling customer service teams to resolve tickets 25% faster and improve customer satisfaction.
· Owned and prioritized the product backlog for “Agent Assist” capabilities and supplementing knowledge articles for “Smart response”, defining clear epics, user stories, and acceptance criteria that drove measurable improvements in customer service agent AHT. 
· Led end-to-end feature delivery for GenAI application in Agile/Scrum environments, demonstrating expert backlog management, iterative story refinement, and release planning to deliver high-quality, value-driven features on a monthly release basis. 
· Collaborated on Agentic AI solution design and architecture consisting of LLMs, workflow orchestrator, AI generated response, host desktop delivering seamless smart assistant to customer service agents while managing integration with connected credit card applications.
· Coordinated cross team collaboration and backlog prioritization for ingestion of Knowledge articles into Vector DB that provided contextual articles to agents handling customer service queries.   
· Introduced custom telemetry for “Agent Assist” usage that enabled functional SMEs to pull up product and business operations metrics. 

 
· Led Agile teams of 8–12 members, accelerating delivery timelines by 20% and releasing features that improved customer service agent adoption of “Agent Assist” capabilities. 
· Oversaw UAT test case scenarios, LLM based model testing and there by  achieving a 95%+ stakeholder satisfaction over multiple releases. 
· Supported program and engagement management, streamlining resource allocation and AI governance, which resulted in a 15% cost reduction for business operations team handing customer service agents. 




	Techie Brains
Senior Product Manager
06/2023 - 05/2024
	· Managed Salesforce Service Cloud implementation at Humana (client) defining strategic roadmap and customer service operational model that improved client's contact center operational efficiency by 10%.
· Handled Systems integrations requirements of Service Cloud to move data between connected systems and built custom solutions for business needs working along with Development team. 
· Introduced AI/ML bots from Einstein platform to improve end user experience and agent productivity while being engaged actively with Solution architects, Systems architects to arrive at optimal design for these chatbots. 
· Led multiple scrum teams handling all the sprint ceremonies which included Sprint Planning, Grooming, Daily Stand-Up, Sprint Review, Sprint Retrospective, Product Demo
· Extended round the clock support to customer support teams to resolve customer issues, queries, product bugs
· Provided necessary inputs on Salesforce.com Lightning objects, Salesforce flows, user configuration, components, reporting to development and testing teams to clarify project related queries
· Negotiated relevant scope targeted for sequence of sprints with Scrum masters to ensure project deliverables are tracked and completed within time and with quality
· Adopted some of the SAFe practices to ensure team is progressing in Agile fashion to achieve the planned scope
· Developed required documentation for training purposes for end users




	Salesforce
Senior Product Manager
01/2022 - 05/2023
	· Managing Consumer goods industry cloud (CG Cloud) offerings of Retail execution, Trade Promotion Management more from a technical perspective
· Successfully launched new improved version of Retail execution Mobile application Modeling tool on MS Visual Studio Code IDE which reduced customer installation time by approximately 25%
· Handled Systems integration requirements of CG Cloud to handle data ingestion from different systems
· Introduced new MuleSoft based for CG Cloud connector to move Product data from SAP to CG Cloud
· Introduced key Retail execution application adoption and usage metrics that helped functional product managers to improve product adoption by close to 10%
· Guided Customer Migration project to new Cloud infrastructure while managing multiple teams across globe
· Built AI visit recommendation that was enabled through Salesforce Einstein supporting configurable visit strategy
· Maintained highly active Community support providing resolution of queries for faster implementation
· Prepared and enabled Customer Learning Kit working with content teams that lead to higher adoption of product




	Pegasystems
Product Owner
11/2019 - 03/2021
	· Responsible for Pega's Customer service (CS) core application administration experience which includes introduction and management of configurations for optimal experience. CS core acts as platform solution for other vertical/industrial customer service offerings like Banking, Insurance, Telecom customer support solutions.
· Optimized Contact centre implementation effort by 40% with control panel feature that provided clear stages of progress made on required tasks of implementation
· Introduced improved error handling component that provided customers flexibility to handle exceptions by 20%
· Successfully rolled out mobile experience of control panel feature for both Android and IOS operating systems
· Introduced customer service guardrails feature to raise warning against core code overrides so that customers follow prescribed path of implementation
· Introduced key configurations for customer service admin to handle assignment of tickets to agents
· Made positive impact on implementations related to Healthcare, Insurance, Financial services customers by guiding professional services teams of Pega




	ServiceNow
Product Owner
04/2018 - 08/2019
	· Owned and managed Self-service portals and Communities offerings of ServiceNow Customer Service Management offering, which is customer support desk packaged with service management functionality targeted at enterprise customer service needs.
· Completely owned Product roadmap and backlog for Customer facing Portals and Communities offerings of Customer Service Workflows
· Reduced case volume for service agents by 10% on average across customers through Contextual Search capability that enabled case deflection on portals
· Introduced intuitive flow handling antivirus detection on Communities attachments that bumped up attachment upload by 3%
· Introduced Bot session Identification feature for customer portals that created much needed billing transparency for customers and avoided any possible friction in sales conversation
· Defined product success metrics that included key KPIs for product adoption, product usage for every release
· Drove customer user workshop sessions to gather feedback on UX prototypes and existing UI experience




	Freshworks pvt Ltd
Product Owner
06/2016 - 03/2018
	· Led and instrumental in multiple feature releases for freshdesk service desk offering – freshservice, freshchat.
· Introduced Machine learning based Knowledge article suggestion feature that provided self service means for end users and acted as means for Contact center agent productivity
· Introduced upgraded chat application for agents with PUBSUB messaging queue incorporated.
· Introduced Ticket Activity Stream feature that provided means for Customer service Admins to troubleshoot the customer issues quickly
· Introduced Audit log feature which enabled auditing of service desk for compliance purposes and positioned freshservice application as enterprise ready
· Lead the first version of freshchat UX experience that acted as basis for further versions




	Calibrace Solutions Pvt Ltd
Product Owner
07/2014 - 09/2015
	· Led product management and product marketing activities for recruitment software as first PM of this tech startup
· Introduced Candidate Interview flow a key module in candidate onboarding process for recruitment software
· Initiated and driven Digital Product Marketing activities including content creation for Lead generation
· Conducted in person Customer meetings for price negotiations, early adoption and product feedback
· Built and mentored small team of junior Product marketing to scale up marketing activities




	Unisys Global Services India
Solution manager
05/2011 - 06/2014
	· Owned and led solution management activities across different flagship Unisys solutions at a global level
· Supported Product management teams on Data Centre Solutions for marketing and solutioning activities
· Built business tracking analytics charts for executive teams that acted as performance charter for business unit
· Provided extensive market research reports on how Data center products are performing against competitors in terms of product capability, pricing

	
	



	IBM India Pvt Ltd
Associate Software Engineer
09/2006 - 05/2009
	· Built, tested and driven key software applications having high business impact for IBM India's largest telecom account.
· Involved in all stages of application development process for AT&T (client) billing applications
· Conducted end to end testing of billing applications including integration flow
· Lead small team of developers in a war zone situation to successfully meet customer commitment






Education    	
Indian Institute of Management 
MBA in Marketing & Strategy 
01/2011 
Indian Institute of Technology 
Bachelor or Technology in Mechanical Engineering 
01/2006 
Personal Information    	
Visa Status: Valid H1B until 06/2027
Awards    	
Recipient of SPOT Award from the client (AT&T) for test execution within stipulated time
Certifications    	
· Post Graduation Certification in AI & ML by CALTECH
· Pega Certified Systems architect
· Certified in SIEBEL CRM Essentials
· Salesforce Admin
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