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------------------------------------------------------------------------------------------
Objective: To meet the organization’s intention by delivering high and consistent performance, teamwork and to enhance professional as well as personal growth with the amalgamation of values and knowledge.
Strengths:

· A result oriented professional with over 7+ years of experience in Service Operations, Customer Service Management and Support Service Domain.
· Adept at meeting customer requirements to design solutions for complex information system’s management.

· An out of box thinker and Subject Matter Expert contributing with initiatives to improve process deliverable.

· Proven records to absorb and use new/existing knowledge concisely and accurately in stringent turnaround times.
· Proven records of achieving high customer satisfaction and setting benchmarks across operations. 
· Efficient time management and multi-tasking skills proven over a period of time by leveraging services to multiple accounts.
· Has been awarded one the best employee of the quarter in Sep 2006 in WIPRO. 
Education: 

· ITIL (Information Technology Infrastructure library) Version3 certified.

· Completed software engineering from TATA INFOTCH

· Microsoft certified system engineer ( MCSE ) from IACM       

· Completed Graduation from IGNOU.
----------------------------------------------------------------------------------------------

Presently associated with (Tech Mahindra) as Solution Analyst Lead for application support, change management and  Incident management based on ITIL framework.                                                                                                                 
(April 2009 – Till Date)

Tech Mahindra has a global presence in different countries providing services to over 250 clients worldwide. Tech Mahindra has strength of more than 72k employees worldwide. Primarily Tech Mahindra provides end to end IT Infrastructure services to its clientele, majorly mapped as Data Centre Services, Managed Computing Services, Managed Network Services and Manage Hosting Services.

(Job Profile)

· Providing Application support to British Telecom and AT&T clients for all their Service related queries like Change requests, deployments, quarterly application releases, Outages management, DR activities, Responsible for providing Data Center Services Support to more than 150 clients. 

· Working in unison with different teams to meet the Service Level Agreement (SLA) and OLA
· Handling tools like BMC Remedy, ASP Clarify and Bridge Clarify, Weblogic consoles, Intro-scope etc.
· Driving the efficiency and effectiveness of the incident management and change management processes.
· Reviewing all the CR’s and CR task to ensure change management procedures are followed.
· Handling Outages for all the mission critical applications
· Producing management information, including KPIs and report such as FMEA (Failure Mode Effective Analysis), PIP (performance improvement plan).
· Monitoring the effectiveness of incident and change management and making recommendations for improvement.
· Driving, developing, managing and maintaining the major incident process and associated procedures.
· Reviewing and auditing the process.
· Ensuring that all IT teams follow the incident management process for every incident
· Assigning various projects / Issues / Action points to various teams.

· Checking the progress of each issue.

· Providing support on Change Management System.
· To solve complex issues and ability to make decisions for difficult customer situation.

· To interact with Technical team about the progress of query and to update customer about the progress.
· Conducting calibration sessions for the team to ensure defect free services
· Maintain and ensure usage of escalation matrix to ensure compliance to service level agreements with the customers.
· Documentation of Process and Procedures by updating the Knowledge Base.
Work Experiences: 

Worked with SERCO for the wireless and complaint database Department as a Senior Technical Support Officer (From Jan 2008 till March 2009)

(Job Profile)
· Providing all types of technical support for routers and modems.

· Responsible to maintain the Service Level Agreement based on priority levels so that it should not affect End User Computing.
· Responsible to capture Customer Satisfaction and accordingly initiate actions for service improvements

· Maintain Knowledge database to help resources utilize new and existing knowledge in the system for quick and defect free service provisioning.

· Taking care of QOS (quality of services) by doing quality checks.

· Responsible for CDB (Complaint database) and resolving escalations which were directly reported to OFFCOM.

Additional Responsibilities:
· Quality Management Representative for the team, work in liaison with Business Excellence on performance and service improvement 

· Monitor and analyze daily performance on defined KPIs and report to management

Work Experiences: 

Worked with “WIPRO Solutions LTD as Technical support expert, from March 2005 till December 2007

(Job Profile):  

· Primarily responsible to provide support service to AOL Broadband customers.

· Responsible  for maintaining high customer satisfaction levels

· Responsible to generate various reports related to performance statistics 

· Maintain and create training material for the processes

· Handling new batches and giving them training for the process 

· Responsible to handle escalations and collect customer feedback for service provided.

· Providing all kinds of Technical Support related to product under support boundaries over telephone to overseas Clients (United States)

· Ensuring member satisfaction, which is gauged by a tangible Member Satisfaction Index.
· Mentoring newcomers, implementing training course for new recruits in the process.
· Helped in achieving the executives the best “Call Quality” through adhering standard quality parameters.

Personal Profile:

Date of Birth                           18TH NOV 1982
Marital Status                          Single.

Nationality                              Indian.
Date: ---/---/---                                                                                                      
