Sai Pranav Atla

Operations Leader | Service Delivery - Client Relationship Management - Process Improvement - Team Leadership

Bengaluru, India (open to Mumbai) | +91 96322 98045 | pranavatla@gmail.com | linkedin.com/in/saipranavatla

PROFILE

Operations leader with 10+ years running customer-facing service operations, the last seven dedicated to SAP's Commerce and Customer Experience portfolio
— Commerce Cloud, Cloud for Customer (CRM), Service Cloud and Order Management. Leads a 16-member operations team accountable for the day-to-day
health of enterprise commerce platforms, covering the full customer lifecycle from order management through service and support. Acts as the single point of
contact between SAP and Accenture for the account: owns the client relationship, negotiates scope and commercials through annual contract cycles, prepares
RFP responses and effort models, and routes every process change through a governed intake. Track record of measurable process improvement — 40% faster
issue resolution, 25% efficiency gain, 100% SLA compliance — and of building the reporting that makes performance visible to executives. Recognised with the
SAP Hero Award (Innovator) and ACE, and selected into Accenture's Top 25 Global Al Programs for an automated SLA/KPI analytics platform.

CORE COMPETENCIES
Operational Leadership Service operations ownership, SLA and KPI governance, escalation and major incident command, capacity and shift

planning, business continuity, 24x7 support models

E-commerce & Customer Lifecycle SAP Commerce Cloud, Order Management (OMSA, OMF), Cloud for Customer (C4C), Sales and Service Cloud — order-to-
service workflows, customer support lifecycle, platform availability and performance

Client & Stakeholder Management  Single point of contact for a global enterprise client, commercial negotiation, RFP and quotation preparation, effort and
pricing models, executive and C-level reporting, multi-vendor governance

Process Improvement & Quality Root cause analysis and problem management, process standardisation and documentation, quality and adherence
auditing, knowledge management, continuous improvement programmes

Team Management Leading and developing a 16-member operations team, hiring and onboarding, training and enablement, performance
management, cross-functional and multi-national collaboration
Tools & Analytics ITSM ticketing and incident platforms, CRM (SAP C4C / Service Cloud), Confluence and knowledge bases, SAP Service

Provider Cockpit and SLA/KPI frameworks, automated operational reporting and dashboards

AWARDS & RECOGNITION

e SAP Hero Award — Innovator Category (SAP) — for an innovation that measurably improved delivery quality and operational reporting across customer
accounts.

o ACE — Accenture Celebrates Excellence; Top 25 Global Al Programs, Accenture; Performer of the Month, multiple awards; rapid promotion on transition
delivery.

o Nine x Best Performer of the Month (SAP) and Delivery Excellence Award 2019 (TCS).

EXPERIENCE

Operations Lead — SAP Industries & Customer Experience Portfolio Jan 2021 - Present
Accenture - Bengaluru, India
» Team management. Lead a 16-member operations team supporting SAP's Commerce and Customer Experience platforms, owning workload allocation, shift
coverage, performance management, onboarding and continuous enablement.
o Client relationship ownership. Serve as the single point of contact between SAP and Accenture for the account — every process change and new product
inclusion routes through this role, with direct engagement across SAP India leadership and SAP's European organisation.
» Commercial & negotiation. Build effort calculators and pricing models, and prepare RFP responses and quotations for annual contract cycles, negotiating
scope and service commitments with the client.
» Process improvement & quality. Own root cause analysis, problem management and process standardisation across the portfolio; established the SLA/KPI
governance and reporting discipline that sustains 100% SLA compliance.
o Analytics & reporting. Identified a reporting gap and delivered an automated SLA/KPI signalling and analytics platform replacing manual reporting —
selected into Accenture's Top 25 Global Al Programs and the basis of the SAP Hero Award (Innovator).
e Transition management. Led the end-to-end operations transition from NTT Data to Accenture with zero business downtime, coordinating outgoing and
incoming vendors, client stakeholders and delivery teams.

Subject Matter Expert — Service Operations Nov 2019 - Jan 2021
Tata Consultancy Services - Bengaluru, India
» Owned end-to-end incident response for the SAP Customer Experience estate, cutting resolution time 40% through triage automation and standardised
escalation paths.
e Rebuilt the operational knowledge base, reducing repeat-issue resolution time 30%; process and tooling improvements lifted operational efficiency 25% and
optimised shift resourcing 20% through data-driven capacity planning.
e Sustained NPS above industry average through structured customer communication; ran training programmes to raise process adherence across the
operations team.

Major Incident Manager Aug 2015 - Sep 2018
IBM - Bengaluru, India
e Incident commander for severity-1 events on enterprise customer platforms — cross-team resolution, executive and customer communication, and post-
incident review. Introduced agile practice into the incident and problem lifecycle, materially reducing mean time to resolution and improving team
throughput.

ADDITIONAL

o Analytics & automation: build reporting and automation tools independently, including Al-assisted operational assistants hosted on a self-funded cloud estate
— applied directly to operational reporting and quality analysis.

o Certifications: AWS Certified Al Practitioner - HashiCorp Certified: Terraform Associate - AWS Certified Cloud Practitioner

o Education: B.Tech, Computer Science & Engineering — CMR Institute of Technology, Bangalore, 2015
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