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Abhi Sheth

Self-motivated operations and management professional with 10+ years of program management, business development, analysis and customer service experience helping companies meet financial and operational goals

EXPERIENCE
[bookmark: _u6xlvwo5r56a]Business Consultant
[bookmark: _mzirbjraill7]Microsoft 2017 - Present (vendor contract, Prime8 Consulting)
Support the operational workstreams for various Directors and Principal Cloud Solution Architects in the Customer Success Team for Azure (FY21 – H2)
· Manage a weekly Azure Community Call, scheduling speakers, preparing decks for presentations, invite members to the community and handle inquiries from participants during the call
· Provide operational program support for various construction set workstreams, gathering data from PowerBI sources and summarizing into slides, capturing notes and action items, recruiting customers for pilots and updating statuses in an excel tracker  

Drove the implementation of requirements for SuccessCentre (CRM tool) for D365 unmanaged accounts by coordinating with engineering, data and the business teams (FY21 - H1)
· Created business requirement documents for engineering by translating the requests from the business team
· Prepared user stories in Azure DevOps based off the BRD
· Developed testing criteria and cases to identify bugs and ensure feature requests are implemented correctly
· Coordinated scheduling of software releases with engineering, business team and the end users (customer service managers)

Supported the operations of the Azure Credit Offer (ACO) program to help accelerate Azure consumption (FY20)
· Defined and documented operational processes for the ACO program in preparation for a financial audit in FY21
· Prepared operational proposals for executive leadership in improving the program that led to an increase of ACO consumption in H2 of FY20 by 17%
· Captured successful execution of ACO program objectives through interviews with field sellers and summarizing it into an executive style presentation
· Led the management of updates to the marketing collateral for ACO including FAQ, website, field-facing decks, and guides

Managed all FastTrack for Azure partner program operations, to speed up onboarding and increase customers’ Azure consumption (FY18 and FY19)
· Reviewed partner nominations and checked requirements, sent welcome material, and managed each new partner, resulting in $60,000 increase of Azure consumption per customer nominated by the Partner
· Increased customer nominations by 53% by implementing first-ever weekly pre-scoping deal clinic to allow field sellers to present opportunities and receive real-time feedback 
· Raised program visibility by creating marketing material for FastTrack events, resulting in 23% increase of new customers 
· Researched, interviewed, and selected partners to help create a 2019 program, resulting in 9 key findings from data analysis that helped shape the program’s future
· Managed partner alias to answer questions, show benefits and followed-up to ensure increases in new customers
· Gathered and reviewed content for Azure Newsletter promoting Azure Marketplace Partners

[bookmark: _er5bqz4vevm7]Senior Program Manager
[bookmark: _x2o02w5nnvll]AT&T, Digital Mobility Operations 2016 (6-month contract)
Provided end-to-end management of an existing business-to-customer platform migration project
· Tracked budget, identified operational impacts and developed new customer service processes using Agile methodology, resulting in $11M annual savings
· Solved production defects and escalations that affected customer experience by troubleshooting with key stakeholders and managing resolution process with cross-functional teams
· Prepared weekly and monthly project review memos for senior leadership to provide updates on budget, timeline and risks associated with the migration

[bookmark: _bazsm97td581]Program Manager
[bookmark: _601f3y7l0scs]Amazon 2014-2016
Launched a new mobile app business, Amazon Register: established customer service procedures, metric reports, training documentation, and developed business requirements for customer service tools
· Managed two customer service teams of up to 50 associates for Amazon Register and managed SLA performance, resulting in improved customer experience and reduced operational inefficiencies, 
· Reduced customer escalations by 36% over 10 months by collaborating between the business, technical and customer service teams to research and resolve reasons for customer escalations
· Improved customer satisfaction rating by 22% by presenting first-ever live-listen of customer calls to Amazon’s VP and team highlighting customer pain points, resulting in resources to resolve
· Developed app KPIs to help prioritize launch of new features, resulting in 17% increase in new users over 5 months
· Pioneered a pilot program for first-ever direct live customer support on transaction/account-based issues requiring high-level access support

[bookmark: _9u9fcnant4r6]Business Analyst
[bookmark: _y8lbxo7u1ig1]Amazon 2013 (6-month contract)
Developed and implemented new supply chain components tracking process to help scale with the growing internal business
· Worked with end-user groups, gathered requirements and documented business processes in order to develop a tracking process of the server components
· Oversaw the implementation of the tracking process, working with various stakeholders to ensure business requirements were met and information was being communicated effectively
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[bookmark: _6woeb6quohea]VOLUNTEER EXPERIENCE
University Prep Board of Trustees, Seattle, WA
[bookmark: _65798svochpf]Board Member 2013-2019

[bookmark: _7jmzselicaub]University Prep Alumni Board, Seattle, WA
Board Member 2011-2016
Vice President   2012-2013
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abhisheth@gmail.com
206-679-8734
Seattle, WA

SKILLS
MS Excel (pivot tables, v-lookup) 
PowerBI reporting analysis
Financial analysis
Event Planning
Azure DevOps
MS PowerPoint
MS SharePoint
MS Teams
MS One Note
Agile





[bookmark: _tawo2xgv9eg4]EDUCATION
[bookmark: _9rao3t89ywj]MBA, Business & Marketing
Seattle University, Albers School of Business & Economics

[bookmark: _kga6nbg27o9v]BS, Business & Marketing
Carnegie Mellon University, Tepper School of Business




