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SUMMARY 

Product Operations and Agile Delivery professional with 8.5+ years of experience optimizing agile delivery, SaaS workflows, and cross-functional team 

structures. Proven expertise in translating complex regulatory compliance, clinical billing operations, and customer insights into prioritized backlogs for 

regulated healthcare platforms. Highly skilled in agile methodologies, backlog grooming, and ANSI X12 EDI standards (837P, 835), with a track record of 

driving system-level enhancements that reduce defect rates, optimize operational workflows, and accelerate time-to-value. 

 

WORK EXPERIENCE  

AlohaPM India Private Limited Remote  

Product Support Analyst (Acting Product Owner) Oct 2025- present  

● Led feature validation, sprint planning, UAT coordination, and sprint-level issue prioritization with developers, QA, and stakeholders — reducing post-
release defects and improving release readiness across the ABA practice management platform.  

● Owned product backlog input, roadmap contributions and developed deep domain knowledge for core healthcare SaaS workflows: billing, AR 
management, ANSI X12 EDI workflows (837P/835), scheduling, payroll and clearing house integrations.  

● Drove product configuration improvements and enhancement initiatives, directly reducing recurring production issues and improving operational 
efficiency across customer-facing workflows.  

● Contributed to hardcoded enhancement initiatives and product configuration improvements supporting platform operations. 
Team Lead - Customer Support  Feb 2024- Sep 2025  

● Led a team of 8 members, driving a 30% increase in productivity and a 20% reduction in incoming tickets through proactive support strategies and 
targeted training. Ensured consistent achievement of monthly KPIs and adherence to SLAs.  

● Led the ticketing system by handling escalations, prioritizing issues, and streamlining workflows, achieving a 98% resolution rate and reducing ticket 
backlog by 40%.  

● Partnered with cross-functional teams to address customer issues, test beta/UAT releases, and implement process improvements, reducing repeat 

complaints by 25%. 

Customer Support Specialist II  Oct 2022- Feb 2024  

● Managed 700+ monthly customer inquiries with a 95% resolution rate, reduced the ticket bin by 60%, and forwarded 100+ customer-reported bugs 
for prioritized resolution.  

● Collaborated with product managers, analysts, developers, QAs, and CSMs to integrate 50+ customer feedback insights quarterly, driving significant 
improvements in the software.  

● Identified and resolved 200+ software bugs, improving performance by 30%, while managing a team, handling escalations, and effectively prioritizing 

bugs and features.  

Groupon Shared Services Pvt Ltd  Bangalore  

Customer Service Representative  Feb 2020 - Oct 2022  

● Managed customer operations with strong CSAT and process adherence across CRM platforms 

Telligent Support LLP Bangalore 

Senior Consultant Customer Support Apr 2019 - Feb 2020 

●    Resolved complex customer issues while collaborating cross-functionally to improve support workflows. 
[24]7.AI  Bangalore 

Digital Interaction Executive  Aug 2017 - Feb 2019  

● Managed high-volume customer interactions while consistently achieving SLA and quality targets. 
 

TOOLS & SKILLSET 

● Tools: Jira, Confluence, Figma, Miro, Notion, Power BI, Google Sheets, Microsoft 365, Salesforce CRM, Zendesk, Zoho Analytics. 

● Product & Operational Skills: Product Operations, Cross-functional Collaboration, Stakeholder Management, Workflow Optimization, Feature 
Validation, UAT, Acceptance Criteria, Requirements Gathering and Analysis, Backlog Management, SDLC Management, Roadmap Input, Agile/Scrum, 
JTBD, RICE, MoSCoW, A/B Testing, Product Sense, KPI Tracking, User Story Mapping, Product Lifecycle Management.  

● Domain: Healthcare SaaS, ABA Practice Management, 837P/835 EDI Files, Billing & AR Workflows, Clearing House Integrations, Payroll & Scheduling, 
HIPAA & Compliance. 

  

EDUCATION 

MBA in Finance & Marketing | JNTU, Anantapur 2015 - 2017  

Bachelor of Business Management | Master's Degree College, Kurnool, AP  2012 - 2015 

  

CERTIFICATIONS  

● Product Management Training Certificate - HelloPM         Mar 2025  

● Technology for Product & Business Folks - HelloPM         Jan 2025  

● AI for Product Managers - HelloPM           Oct 2024  

● Product Owner Certification – Agile Enterprise Coach        Jul 2024 

● Scrum Master Professional Certification - IMTF         Aug 2024  

● Agile Scrum Master (ASM®) – Simplilearn           Jul 2024 

● HIPAA Awareness for Business Associates – Hipaatraining.com         Jan 2024 
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