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~ IT NETWORKS & SOFTWARE ENGINEERING PROFESSIONAL ~

(ITIL V3 Certified, PRINCE 2 Practitioner Certified, Six Sigma & PMP Course Completed)
‘’Aspiring for senior level assignments into IT - Projects, Presales, Delivery&Service Quality improvement which will allow me to showcase my knowledge and enhance my career goals’’
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AN OVERVIEW
· An accomplished professional with 5.8years of experience in Project Management,Presales, Service Desk & Technical Support, IT Service Delivery,Client Relationship Management, Operations and Team Management
· Adept in evaluating a wide range of Information Technology management activities; defining current & future project environments and identifying customers' information systems requirements 

· Skills in developing IT project solutions by establishing milestone phases and final project review deadlines to ensure budgetary compliance and quality assurance processes maintenance

· Proficiency in planning project schedules, Technology Presales,Solution Design, End to End connectivity and component budgets, Project Charters,Organizational structuring and project budgets
· Directed dailyOrganizational Operations linked to IT network, software components and Change coordination
· Well versed in writing project proposals, coordination with bid manager and understanding project commercials
· Gained sound familiarity in transitions of IT networks their operations and upgradation at client sites
· Demonstrated abilities inguiding multi-disciplinary project teams and adhering to change management processes during the project lifecycle and maintaining the best of Quality Services
· Self-motivated, hardworking and goal oriented with a high degree of flexibility, commitment and optimism; an effective communicator with strong analytical, problem solving and interpersonal skills

PROFICIENCY MATRIX
Expertise in:
Project Management| Service Delivery Management: Change Management / Incident Management / Problem Management | Presales |Quality Management |Client Relationship Management | Troubleshooting |Agile Methodology | Risk Management |Asset Management | Stakeholder Management | Access Management| Cisco Contact Center Management | Avaya Contact Center Management

Technology:
LAN/ WAN/ MAN Network Topologies | R & S |VOIP – IP Telephony | Internet VPN | MPLS

Cisco and Avaya - Contact Center Cluster management | Avaya Aura Contact CenterSolution|Cisco, Avaya IVR E1/T1 links | CODEC’s | | Nortel PBX experience|VPN Management | Mobile Application support | Wireless | Backup & DRS process |Microsoft Lync| Awareness on Windows/ Linux Server management
Chief Clients worked with:

· Arnold Peter Moller Maersk (APMM) Shipping Co
· Gulf Airways, Etihad Airlines, Saudi Airlines
· Moody’s Investor Services, Credit Rating Co.
· ‘TOGA’ Hotel and Property Development
· Spencer Stuart
· Amadeus- PRA, Mobile Application Support
· Mallinckrodt Pharmaceuticals
· Carnival Cruise
CAREER CONTOUR
Mar ’15 – Dec’15with WNS Global Services, Vikhroli as Assistant Manager - IT
PROJECT MANAGEMENT
· Managing theIT project deliverables for Airlines, Cruise, Pharmaceuticals, Hotel & Property customers by end to end coordinationwith IT services, Presales solution inputs, coordinating with engineering and technology support resources
· Defining project scope, goals and deliverables in support of business goals and working closely with senior leadership and stakeholders
· Offering & applying innovative solutions & concepts in end-to-end projects of domestic & global customers
· Handling Technology Presales, Developing project scope documents gathered from RFP/RFI/tenders & client meetings to recognizeopportunities and constraints for achieving business requirements of customers
· Preparing the Technology Questionnaire to collectcustomer inputs ondiverse delivery methods, software/ applications, connectivity and authentication for smooth running of projects and overcoming upcoming risks
· Post the collection of all inputs, drafted the RFP response inclusive of Solution Summary/ scope, End to End Solution approach, end to end connectivity - hardware components and software licenses cost, Operations, HR, Business Development teams inputs i.e. FTE count and their wages as per project requirement
· Organizing fortnight calls with all project team members andmaking sure a sincere follow up of setbusiness procedures& regulations is in place
· Attending Client callsto frontend the overall Technology solution, Solution Budget, Operations requirements
· Post Bid and after been awarded with the client contract – Coordinate with PMO teams for complete end to end transition of project to BAU and synchronize with Operations, PMO – Manager and BAU Head for handover processes
DOCUMENTATION
· Effectively preparing the Lessons Learned Document andStage Lessons Learned documents for upcoming references

· Overlooking Stage Point (Checkpoint) reports and resolving varied ongoing issues

· Assisting in effective & timely preparation of Project Communication Plan (PCP) 

· Developing the Highlight reports on overall progress of Project and submitting to Board of Directors
TRAINING & DEVELOPMENT
· Allocating the respective jobs toTechnology Program Management & Solutions team of 8 members along with setting up of individual targets to accomplish organizational objectives
· Imparting advance training, effective guidance & motivation to project executives to improve the project processes, product knowledge & technical intelligence
CROSS-FUNCTIONAL COORDINATION
· Interacting / networking with internal sales, sales unit, Network, Telecom, Operations, CAB and service resources to supportsolution design andrecognizing & fulfillingcorporate necessities
· Coordinating with numerous suppliers / vendors to deliver advance notice on urgent requests and negotiations
· Collecting essentialinputs from stakeholders for due diligence as per project needs 
· Monitoring inputs/sign off from Customer Technical Staff (CTS) committee for on-time Project & Technology closure

· Taking care of overall project calls with program managers & project managers to decide target dates
· Collaborating with cross-functional teams including architects, software engineers, developers, testers, technical leads, and deployment leads for timely execution of projects

Significant Highlights:
· Significantly contributed in WNS Project Pricing Tool scope, designing and backend development

· Accomplished complete UAT Process for WNS Project Pricing Tool
Noteworthy Accomplishments:

· Honored with:
·  ‘Excellence Award’ from IT Business Head -For consistent ownership, contribution, swift client  and IT team coordination
Jul ‘12 – Mar ’15 with SYNTEL Ltd., Airoli – IT Project Management and Operations as Software Engineer
Key Result Areas:

· Played a vital role into Project Coordination and Operations of Network & Telecom Project delivery with a team of 6 membersfor ‘’ MOODYs ‘’- Credit Rating Company in US
· Accountable to monitor solution documents for different Data and Enterprise Voice customers worldwide
· Managed conference calls, CAB meetings to meet customer’s business requirementsandsuggestmost appropriate solutions
· Supervised day to day incidents, changes, requests and problem issues with best response time to meet SLA’s

· Maintaining the Quality reports with Quality Manager by sharing ticket analysis and their DPMO stats
· Assisted in scheduling, implementing, modeling, examiningand closingof existing network project tasks
· Involved in tracking and reporting on specific projects within set timelines
· Prepared project service, quality & SLA reports and dashboards for monthly & quarterly governance reports
· Diagnosed varied risks came across in project planning and maintained project risks register and defects logs 

Noteworthy Accomplishments:

· Honored with:

· Syntel Speed Award for speedy, correct gap analysis and well-timed closures of projects
· Syntel Synergy Award for meeting customer needs in critical projects, contributory support at multiple site transitions and efficacious completionof complex assigned projects
· Syntel Stretch Award for coordinating critical medium sized projects

Apr ‘10 – Jul ’12 with Orange Business Services, Vashi as Technical Consultant
Key Result Areas:
· Supervised over 140 countries, 550 sites with 56 clusters for A.P. MOLLER MAERSK (APMM)Shipping Co.
· Directed APMM - Global Delivery Center Network & Telecom project with 50 team members
· Prepared & delivered major presentations &demos on productand delivery platforms and created monthly progress reports for the same
· Coordinated for Operations: Incident, Service requests, Change requests in a 24*7 support environment
· Harmonized with Onsite & OffshoreSupport teams to arrange severalsite migration & project closure tasks
Technology Awareness and Troubleshooting skills:
· VOIP Technology: 

· Cisco Call Manger Version 4.1, Cisco Unified Communication Manager 6.1, 8.5 and 10.5

· Customer Voice Portal and IP IVR

· Cisco Intelligent Contact Management (ICM components and ICM Script)

· Unified Contact Center Enterprise (UCCE Implementation, Setup, Upgrades)

· Voice Gateways

· IP Phones Models:  7942, 6901, 6941, 8961 and Expansion Modules

· Call recording Application: NICE
· Protocols​– OSPF, BGP, MGCP, SIP, SCCP
· Network Devices – 

· Routers: 1700, 2500, 2600, 3600, 7200

· Switches: 2950, 4500. 3750, 6509
· Troubleshooting:
· Working on ICM (Intelligence Contact Manager), CVP (Customer Voice Portal), IVR (Integrated Voice Response), PG (Peripheral Gateway) and other UCCE (Unified Contact Centre Enterprise) components

· Setting up upgrades in UCCE environment as per Customer requirements
· Actively participate in customer team meetings and worked on CUCM migration to version 9.x
· Troubleshooting existing or creating new script on ICM, CVP and IVR

· Working with Cisco TAC and Customer for any issues/upgrade on UCCE or IPT front

· Handling the CAD and Cisco contact center issues

· Working closely with service provider/Cisco TAC for Operational activities

· Handling Escalation issues from L2 team

· Working on all the above UCCE components i.e. ICM, CVP, IVR and PG

· Configuration/Modification/Deletion Cisco Agent Desktop (CAD) / Supervisor Accounts

· Configuration/Modification/Deletion Nice account (voice recording)

Significant Highlights:
· WonOrange Business Services Flash Award for swift Project coordination and Operations
· Received appreciations from several customers
CERTIFICATIONS
· Prince2 Certified Practitioner
· ITIL V3Foundation Certified
· Six Sigma Green Belt Course completed

· PMP Course - Corporate Awareness Program completed
· Administering Unified Contact Centre Enterprise (AUCCE), Bangalore

· Cisco Certified Network Associate (CCNA - 640 - 802) Certified in 2010

· Cisco Certified Voice Professional (CCVP), Paper 1- Cisco IP Telephony – I (CIPT – 1):  (642- 446) Certified in 2010

TRAININGS UNDERGONE
· Corporate Foundation Training Program in Business Analysis

· MS Office (Power Point, Visio, Excel & Outlook 2007) Corporate Training

EDUCATION
2009
BE (Electronics & Telecommunication) from Don Bosco Institute of Technology, Mumbai University in 2009 
2005 
XII from Marceline Junior College, Mumbai University
2003
X from Fatima High School, Mumbai University

PERSONAL DETAILS
Date of Birth:

24thJune, 1987

Languages Known:
English, Hindi and Marathi

Location Preference:
Dubai
Marital Status:

Married
ANNEXURE
PROJECTS UNDERTAKEN
Title:

 MOODY’s WAN Projects

Period:

 Jan ‘13 – Feb ‘15

Organization:
 SYNTEL Ltd.

Responsibilities:
· Arranging WAN tasks; bandwidth setup for new office, upgrade or downgrade data and real-time bandwidth, Router implementation & service transformation
· Coordinating with stakeholders, order and local delivery manager, customers anddata & voice technical teams
· Handling end-to-end tasks along with project documentation,like-run book, risk logs, issue logs closure & billing 
Title:

MOODY’s Unified Communications for Contact Center/BPO Process 
Period:

May ‘14 – Feb ‘15

Organization:
SYNTEL Ltd.

Details:
The project included various types of small & large project on unified communication platform. It has DID change, new addition of DID range, FAX solutions, new / change in IVR & site moves.
Responsibilities:

· Oversaw requirement gathering, project scope understanding, designing, implementation, ATP testing, project closing as Solution Consultant
· Maintained run book, project report and weekly reports 
· Interacted with many stakeholders, customer, third party vendor and other internal teams

Title:

MOODY’s VRF Extranet Project
Period:

Apr ‘14 – Dec ‘14

Organization:
SYNTEL Ltd.

Details: 
The project consistedof executionofservice desk transition project. It included premium-2 type service, offered along with VRF at 3 sites simultaneously where service desk was planned to set up. It was more on WAN front and delivered secured connection.
Responsibilities:Took care of end-to-end connection contained communication with various stake holders, Run book, Risk and issue logs & weekly reports, closure, billing and hand over to operations through process.
Title:

MOODY’s Service Desk Transition Project
Period:

Mar ‘13 – Feb ‘14

Organization:
 SYNTEL Ltd.

Details: 
The projectcalled a Platinum project for MOODYS IT services to build IT Service Desk at 3sites of Tata Communications Services Ltd. The project defined the proper movement of service desk (HP to TCS offices)
Responsibilities:Ensured the well-timed liaison withstake holders, Run book, Risk and issue logs & weekly reports, closure, billing, issue log and phase wise report
Highlight: Appreciated by Management and Customer for timely closure of project

Title:

MOODY’s Transition Project

Period:

Aug ‘12 – Feb ‘13

Organization:
SYNTEL Ltd.

Details:
· Overlooked transition worksglobal sites from current mode of operations to future mode of operations according to low level design document (LLD)

· Developed detailed report on RTPA provided by technical team and each key movement of project and determined risks for specific site

· Regularly networked with internal and external stakeholders

· Upgraded the knowledge of team on project growthat every site 
· Checked premium-2 type servicedand VRF at 3 sites where service desk was planned to set up

Title:

 APMM Global Voice Operations (GVO)

Period:

 Jan ‘11 – Jun ‘12

Organization:
 Orange Business Services

Role:

Service Operations Consultant

Protocol Used:
SIP, H.323 & MGCP

Components Used:Cisco Call Manager, Voice Gateways, CUOM, RTMT, UCCE 8.X

Tools Used:
BMC Remedy (Ticketing tool), Wire shark & VMware 

Responsibilities:

· Monitored overall remote infrastructure management and process to adhere SLA timeline with quality assurance in Incidents& Problems Management, following ITIL service lifecycle

· Served as an associate of Incident and Problem management team to study incidents and prepare RCA and ensured customer acceptance on RCA

· Assisted in configuration, installation and maintenance of Call Manager Clusters and Systems as per client requests / needs
· Guaranteed the closure of incidents and service request raised by users for Voice related issues using BMC Remedy ticketing tool within set timelines & budgetary norms
· Synchronized with Change Manager & Incident Manager to meet customer expectations onvoice services per SLA norms
· Meticulouslyworked with L3 team to make sure theadvanced impact &settled down priority ticket issues
Title:

APMM – Global Data, Voice and Contact Center Solutions

Period:

May ‘10 – Dec ‘10
Role:

RFE (Orange Business Service)
Organization:
Orange Business Services

Responsibilities:

· Presented international remote support to entire APMM Maersk line’s Telephony and managed VoIP customers
· Dynamically played a major role in Cisco IP Telephony and UCCE environment (IP Phone: 7961,62,65, expansion modules &Cisco IP Communicator)

· Configured Call Manager features; CSS, partitions, regions, locations, route patterns, translation patterns, hunt groups &extension mobility
· Analyzed RTMT setup in contact center environment and acknowledged RTMT alerts to resolve the same
· Practiced troubleshooting agent desktop, supervisor desktop login issues, queuing and call transfer matters faced by the users in UCCE- Contact Center Environment and established voicemail profiles 
· WatchedISI reporting, CUOM and cluster management with knowledge on IVR Components (IP IVR and CVP call flows & nice recording features)
· Assessedlicense units and maintainedCDR reporting by efficiently contributing in Nortel & Avaya environment for 6 months
