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Nationality: Indian

DOB: 6th August 1986

Visa Type: Visit Visa

EDUCATION

Bachelor’ Degree in Mechanical Engineering, Birla Institute of Technology, Mesra Ranchi 2011
CERTIFICATION & TRAINING

· ITIL V3 Foundation Certified in IT Service management

· Certified in Dot Net Framework 3.5 , Brainbench

· Certified in SQL Server 2008, Brainbench

· Certified in Business Writing , Brainbench

· Certified in Telephone Etiquette , Brainbench
· German level A1 Certification, Geothe Institute Kolkata
· Effective Interpersonal Skills Training
· Time Management Training
· Agile Training
	
	CAREER OBJECTIVE

	
	
	Seeking for a challenging Management career that utilises my skills in my area of competence andenriches my knowledge, thus givingme a chance to contribute towards the growth of the organisation thereby yielding the twin benefit of job satisfaction and professional growth.

	
	
	PROFESSIONAL SUMMARY

	
	
	A dedicated  and  enthusiastic  professional  with  a  combine work experience  of 4 years  in  IT Service Management and  IT Software development, having  excellent  communication  skills  and  leadership  qualities  with the  ability  to  motivate  and  support  teams  to  perform  at  their  best  in  providing  excellent  service and  developing  ongoing,  profitable  client  relationships.

	
	
	STRENGTHS

	
	
	· Highly organized and independent; able to effectively coordinate tasks to accomplish projects with timeliness and creativity.
· A skilled communicator ; able to maintain cultural sensitivity, establish rapport with members of diverse groups, and promote team cohesiveness

· Detail-oriented, and conscientious self-starter, able to strategize and prioritize effectively to accomplish multiple tasks and stay calm under pressure

· Flexible and analytical with a keen eye for details; skilled at synthesizing and editing information to achieve overall objectives.

· High-energy, confident professional with an infectious enthusiasm for technology.


	
	
	TECHNICAL SKILLS

	
	
	Basics of C, C++, C#, ASP.NET, ADO.NET, SQL SERVER 2008, .NET Framework 3.5.
Customer Records Information System (CRIS), Facility Management Services(FMS), MS Visual Studio ,MS Office(Excel,Word ,Power Point, Outlook, Visio), Salesfore.com , Siebel 7


	PROFESSIONAL WORK EXPERIENCE


Tech Mahindra 
Role –Service Operations (Incident & Problem Management)(2014-2015)

Project: Client Solution Assurance
Work Summary
· Responsible to restore telecom service operations (Voice, Enhanced, Customer Premise Solutions) as quickly as possible to minimize the impact to business.

· Responsible for planning and coordinating all the activities required to perform, monitor, and report on the process

· Remediate deviation of process for its particular division/department

· Responsible for communicating with the Incident Process Owner

· Point of contact for all Major Incidents (P2 Incidents)

· Responsible for the effective implementation of the process "Incident Management" and carries out the respective reporting procedure.

· Represent the first stage of escalation for Incidents : Functional & Hierarchical

· Monitor the workload per Tier 1 Analyst

· Monitor the incidents to ensure that the Service Level Agreement (SLA) are respected

· Identify, initiate, schedule and conduct incident reviews

· Ensure the closure of all resolved and end-user confirmed Incident records

· Coordinate with Service Desk to verify resolution with users and resolve Incidents in ITSM tool(Lynx)

· Identify potential problems and/or increasing trend of repetitive Incidents

· Participate in Incident review following major Incidents

· Establish continuous process improvement cycles where the process performance, activities, roles and responsibilities, policies, procedures and supporting technology is reviewed and enhanced where applicable. 

· Works in conjunction with Continual Service Improvement (CSI) and recommended operational improvements based on tracking and analysis.

· Implemented ITIL processand also analysed KPI for process improvement.
· Preparing the Weekly Service reports and Monthly governance reports and share it to the Onshore & offshore Managers.

· Providing business knowledge and mentoring the associates to reach their goals and prepare them for the next roles and responsibilities.

· Work with the quality team and propose team performance enhancement plans to ensure team would meet the quality standards set by the client.

· Make sure all the reports are prepared in time & arranged conference calls with client to discuss the same and share the feedback to team which helps to improve team performances.

· Developed work schedules to match staffing levels, monitored progress to improve work process efficiency. 

· Work with trainer and help him to prepare the refreshing training session to the team members whenever it is required.

· Documented business processes and analyzed procedures to see that they wouldmeet changingbusiness


Cognizant Technology Solutions 






Role:Developer and Tester





 (2011-2013)

Work Summary
1. Project: Enterprise Share Services 

AVAYA NiceDBKit is an SSIS package which is built to pull in data from database views and export to Microsoft Access database (.mdb files) into six tables for creating custom reports.
Responsibilities:  Technical Documentation, Supporting and enhancing client server application.
Development Languages &Tools: Business Intelligence Development Studio (BIDS),SQL Server Integration Service (SSIS),MS SQL Server 2008,Visual Basic, Microsoft Access

2. Project:Volunteered Assignment
PMO AUTOMATION TOOLis an application use by manager to generate Associate report. It consist of 6 reports which is generated every month, since the annexure is pulled only on monthly basis.

Responsibilities:Collaborated with cross functional teams to review and analyse system requirements.  Designed, coded, documented and tested the application using C#, .Net, Visual Studio 2008 and Microsoft Access. Presented work in peer review sessions and resolved all identified issues.

Development Languages & Tools: Asp.Net,ADO.NET, C#, Microsoft Access, SQL Server, Microsoft Excel.
Declaration:I hereby declare that the above mention information is true to the best of my knowledge and belief
