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Seeking the Senior/Junior level assignments in the domain of Project Management with an organization of high repute
· Around 11 Plus Years of rich & extensive experience in leading the operations entailing: 
	Project Management
	-
	ITIL Framework
	-
	Process Enhancement

	Customer Satisfaction
	-
	SLA Adherence
	-
	Relationship Management-

	System Management
	-
	Training & Development -
	Infrastructure Management

	Team Management
	
	
	
	


· Adept in IT Infrastructure Management and Technology Resource Administration. 
· Proficient in monitoring incident and management of associated IT Infrastructure across the multiple co-locations. 
· Proven record of analyzing processes & workflows, assessing their efficiency, relating to business plans & goals and suggesting re-engineering / simplification solutions. 
· Deft in customer interaction & negotiation, creating & enhancing processes, quality assurance 
· Proactive in assessing training & development needs and effectively aligning the programs with business objectives. 
· Strong problem solving skills, confident decision making based on extensive experience enables effective solutions that positively impact customer satisfaction & operational costs. 
· Adroit to deliver contractual SOW (Scope of Work) at lowest cost & highest efficiency. 

· Education Qualification: 
· MBA IT 
· PMP – ( training completed) 
· Certified  ITIL – V3 Foundation Examination 
· MCSE 
· CCNA 
· GDF training from IBM 
· Achievements: 
· Recognized For Best EUS Support for MH & Goa Circle from IBM. 
· Recognized For Providing Best Support for DC Migration from IBM-IDEA. 
· Recognized for Providing Support for Implementing Automation of Password Reset from IBM. 
· Six Sigma White Belt Certification done for automation. 
· Certificate of Appreciation received for Outstanding Performance. 
· Professional Experience: 
· Currently working with IBM INDIA PVT.LTD. as Technical Service Professional ( June2008 till date). Location : Pune 
· IDEA Project: To Provide EUS / Infra support for MH & Goa Circle (12 ZONES with 
1300 Users).
Accountabilities:-

Leading a team of 21 Engineers, 1Project Manager, 1Call Coordinator, 1 Team Leaders.
· Project Management : 
· Plan the process to get the maximum nos. of closure of calls within SLA. 
· Schedule & execute activities (Antivirus, Software Patches update etc.) so that it shall not hamper daily work pressure & provide maximum uptime. 
· Responsible for ensuring that all aspects of IT support services mentioned in SLA (voice & data network, security, servers and desktops) are delivered in timely and quality manner. 
· Maintain the TAT within SLA for calls & activity. 
· Reports Preparation/Checking: 
Daily attendance sheet
Daily calls analysis reports
Weekly Asset status report based on IMAC Form transaction
Weekly RCA Report
Monthly MIS Reports
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MANAGERIAL
· Understanding business’s requirements and mapping them to system requirements specifications. 
· Conducting process and system studies and coordinating with team members for system design & integration, application maintenance, etc. 
· Ensuring the delivery as well as implementation of projects as scheduled and ensuring compliance to standards. 
· Incorporating modifications in the project as required. 
· Carrying out project status tracking, resource allocation and management and preparing check lists. 
Roles and Responsibilities
· Carrying out functions on ITIL frame work and standards; ensuring adherence to the policies, procedures and processes. 
· Conducting review of documents and ascertaining adherence to the customer’s requirements 
· Functioning as a SPOC during crisis and major incidents 
· Planning for: 
· The execution of various changes and transitions; 
· The rollout activities Plan Of Action. 
· Facilitating inputs to customer and reviewing on Monthly Operation Review on call trend – numbers & category with possible root causes. 
· Interacting with the support functions and creating the consolidated service reports against SLAs 
· Conducting the monthly/bimonthly reviews with subordinates and their teams 
Client Relations:
· Try to increase the Partnership business by providing value added services. 
· Scheduled client meeting, explain the process concerns and cost effective options, planned, estimated and do the implementation of that process from start to finish based on the IT/SLA guideline. 
Key Highlights
· Played a vital role in carrying out process improvements help of consultancy team. 
· Instrumental in leading the HR activities such as candidate screening, salary negotiation, team mentoring, performance goal setting and appraisals. 
· Took charge of the services quality proposed against a detailed SLA designed to support the service contract. 
· Created the Service Improvement Plan and implemented it as the essential part of the role; ensured complete customer satisfaction and delivered the most effective business solutions. 
· Led the team in the development and maintenance of service availability, security and recovery plans. 
· Vital role in coordinating and interacting with people at all levels in the organization. 
· Handled the interaction required with the vendors for business continuity. 
· Key role in the implementation of ITIL Process. 
Page 3 of 5

Worked with Blue Star InfoTech Ltd, -Location Kerala Since May’ 2005 to June2008: As IT -
Coordinator.

Accountabilities:.
· Mainly involved to build the healthy customer relationship with strategic business approach. 
· Involved in review meetings which includes SLA achievement, resource performance, Customer feedback, or if any escalations / concerns. 
· Good team player to manage people management. 
· Aggressive, pro-active to manage situations while any incident or issue / concerns.. 
· 100% SLA achieved for 3 Consecutive years. 
· AV updating 100% for 3 Consecutive years. 
· Responsible to ensure smooth operations of the technical devices such as LAN, Desktops, printers, laptops, etc. 
· Suggest solutions to streamline the business processes, reduce time and improve productivity. 
· Carry out essential maintenance tasks necessary to ensure the systems provide optimal performance 
· Communicate with end users to understand their technical need and troubles faced while operating the equipment. 
  Reports Preparation/Checking:
Daily attendance sheet
Daily calls analysis reports
Monitoring IT Assets Performance Status.
Weekly RCA Report.
Monthly MIS Reports
 Other Organization handled & responsibilities:
 CMS Computer LTD.   Resident Engineer   May 2004 - May 2005
Accountabilities:
· Lead a team of more than 5 Nos. engineers. 
· Coordinate in providing Facilities Management Services to customers in Corporate 
· Keeping a track of daily, weekly & monthly activities such as Preventive Maintenance, service & support related incidences of every client & maintaining reports of services rendered to customers. 
· A computer graduate with excellent command over English. 
· Proficient with all versions of Windows Operating System. 
· Good listening skills which help in complete and exact understanding of the problem/s faced by the customer. 
· Ability to work even under stress and meet tight deadlines 
· Brilliant in giving short answers and to the point. 
· Sound problem solving skills 
· Great ability to solve the query at the basic level only 
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Training Attended:
· Global Delivery Framework Training Provided by IBM. 
· Six Sigma Green Belt Training Provided by IBM 
· 7 Habits of Highly Effective People Training Provided by IBM 
.
Personal Traits:-
Willing to learn new things and build on my existing knowledge base and skill set.
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