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ITIL Certified Professional offering 5+ years of global IT Infrastructure management & IT Sales 

Objective: To succeed in an environment of growth, excellence and earn a job which provides job Satisfaction, self-development and also help me achieve personal as well as organization goals.

ORGANIZATIONAL EXPERIENCE
 Ltd | May 2009 till April 2015 | Process Specialist (SME)
AT&T | Infosys Hyderabad, India | November 2010 till April 2015 | IT Service Manager
British Telecom | Infosys Bangalore, India | Apr 2009 till October 2010 |Customer Service / Sales Officer
Mediland Transtech Pvt Ltd | August 2005 to February 2008 |Senior Support Executive, Training/Sales Coordinator
PROFESSIONAL RESPONSIBILITIES
Hyderabad, India | November 2010 till April 2015  
Implementation Service Manager - Customer Relations (Life Cycle Management Team Member Global Support)

· IT Service Management. 
· Incident management.
· Change Management.

· Service Transition Management.

· Selling Infrastructure Applications, Tools and Technologies.

· Software Presentation & Demonstrations in B2B environment.

· Pre-sales, Sales and Post-Sale software support.

· Operation review meetings, Client Relations, Client interaction and reporting.

· Training, Design / Development and implementation of software and tool for end users.

· Coordination with Infosys PMO (Project Management Orientation).

BRITISH TELECOM | Infosys Bangalore, India | Apr 2009 till October 2010

Customer Support / Sales officer
· Customer Care Services

· Resolve billing disputes and provide solutions to business customer queries. 

· Collections, Payment, Sales pitch, order new PSTN Line, Broadband, and Television packages using tool.

· Arranging engineer’s appointments for repair, installation of telephone, sockets, broadband and TV.

· IT Helpdesk.

· Interacting with various resolvers Groups/Department to meet service level agreements (SLA).

· Worked as (SME) and coach as per process requirement, provided support to newly joined trainees, closing service requests, complaints and escalations.

MEDILAND TRANSTECH PVT LTD 
Senior Support Executive, Training/Sales Coordinator | August 2005 till February 2008
· Production queue allotment and generate production reports.

· Manage the transcription which includes downloading, error checking, formatting, uploading etc.

· Active involvement in training, monitoring newly joined trainees on floor and provide floor support. 

· Troubleshooting client’s Query and issues relating to medical transcription and follow ups.

· Capable of doing QC level medical transcription

· Coordinate in administration activities and close the sales tracker.

SKILL SET

Managerial
· Time management, People management, interpersonal, Creative thinking, Organizational skills and customer service orientation.

· Self-motivated, Positive Attitude, ability to manage stress, time and people effectively.

· Strong decision making and problem solving skills.

· Planning, organizing, capable of handling the deliverables of Team, Implementation of process within team and project documentation.

· Knowledge sharing of new process amongst the Team Members. 

· Able to work on cross-divisional projects, Contribution to ongoing process & operational improvements.

Functional
· Self-motivated fast leaner and an excellent team player with effective communication and writing skills.

· Management experience with global business customers, Experience in Client Communication and worked with various international clients.

· Recognized as SME, Key Team Player, Training Coordinator and have been awarded twice a certificate of excellence in Infosys for exceeding expectation in appraisal.  

· Innovated and presented the idea of a documentation template to navigate client application.

· Creation of, SOP DLP and creation of productivity tracker to track productivity in an effective manner to fast-track productivity of newcomers in the team.

· Providing presentations and trainings to new hires on project and ITIL Processes. 

· Training and Activity SPOC for (AT&T Floor) 

Technical
· Basic knowledge of hardware and networking related concepts. ITIL, MCSA, CCNA, PMP and Telecom trainings attended.

· Basic knowledge on Mainframe Systems, HTML Web,Java Script, MS Office Applications
· Working Knowledge in MS-Word, Excel, PowerPoint, Access, Outlook, Web Technologies, Windows XP, Windows 7, operating system. 



EDUCATIONAL & PROFESSIONAL CREDENTIALS

· MBA in Information System (Sikkim Manipal University) - 2014

· B.com Computers (Dr. Bhim Rao Ambedkar University) - 2004
CERTIFICATIONS AWARD & RECOGNITIONS

· ITIL V3 Foundation Certified from APMG. 

· Telecommunication Fundamentals T100 and T200 from Infosys Ltd.
· SME Award. 
· Best Performer Award.
· Key Team Player Award,


Date of Birth: 25th October 1981
Language Proficiency: English, Hindi, Urdu
HOBBIES: Photography, Story Writing, Watching Movies, Music, Sports, Travelling and Passion for Driving.[image: image2.png]
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