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An astute professional with sound knowledge on IT Infrastructure Service Delivery
Operations & Presales.
Customer focused approach to work, cost optimization with focus on quality, process development and creating a workplace environment of innovation and continuous improvement are the key strengths. Have demonstrated ability to lead, negotiate and manager human, financial and material resources towards the achievement of stated targets & achieve business excellence. As a true pragmatic professional, have added value to everything that is done, be it operations delivery or Presales activities. Has extensive knowledge of the processes, systems and techniques needed to manage IT infrastructure operations.
With the present employer, have helped successfully lead and renewed the business contract with a major strategic customer through expert service delivery leadership to streamline the operations and show productivity improvements which turned the account to green from red.
For now, engaged with leading the Presales activities for the customers who need strategic solutions & delivery models and proactive improvement proposals for the existing Hi-Tech customers to drive business excellence and achieve business customer satisfaction.
I am looking out for a challenging profile in IT Infrastructure arena with a company that is looking to recruit talented people who deliver results, drive operational efficiency & achieve results.
Expertise
· Successfully lead IT Infrastructure Service delivery driving client satisfaction 
· Operational performance improvement by streamlining process and innovative implementations – Proven productivity improvements up to 5% 
· Cost optimization – Proven cost reduction up to about 15% on the infra components. 
· Team management & optimization – Proven count reduction up to 14% 
· Lead IT infrastructure solutions development – More than 20 proposals in 1.5 years 
· Support and negotiate business contracts with the clients along with business development managers. 
· Assess and produce proactive proposals for the existing customers 
· Budgeting / Cost Control 
· Process Improvement & business enablement – Proven track record of about 11% increase in the sales for the customer 
· Coaching / Team Building & Leadership 
· Vendor Management 
· Global IT Outsourcing & contingency Management 
Key skills & Competencies
Service Delivery
· Customer relationship management 
· Analytics driven approach for service delivery 
· Meeting service goals with available resources and commercials. 
· Knowledge of Service Management practice in the IT industry. 
· Experience in handling global operations 
· Formulating effective strategies to increase performance. 
· Systems Development / Implementation 
Presales
· Consultancy methodologies, ITO Best practices, Post and Pre-sales environments 
· Bid management & team management 
· Business analytics 
· Product and brand differentiator positioning 
· Cloud hosting 
· Converged & Virtual infrastructure 
· Datacenter technologies – Server, Storage and Backup technologies 
· Active Directory, Messaging and collaboration architecture 
· Infrastructure security 
Personal
· Making timely, correct decisions that are based on facts. 
· Having a ‘can do’ attitude and a willingness to work hard to achieve company goals. 
· An ability to learn from failures / mistakes. 
Professional summary
TATA Consultancy Services (Mar’12 – Present)
Presales - Business Technology Solution Engineer (July 2014 – Present / Reporting to Head – Infra Solutions (Insurance, Retail & CPG, Telecom & Hi-Tech))
Responsible for handling the new RFPs, lead the development of Infrastructure solutions for the customers, take up customer interviews, and hand off to Transition team. Responsible for assigned clients in NA and Canada regions from multiple industries including Insurance, Retail & CPG, Telecom, Luxury brand & Hi-Tech sectors.
Responsible for assessing the Service delivery of the existing clients & work for delivery excellence
Key deliverables:
· Interact with the customer and understand the IT infrastructure requirements of their company 
· Assess the RFP as per the business protocols and develop the Opportunity assessment sheet. 
· Lead solution development along with other technology solution architects to develop the overall solution for the customer. 
· Facilitate the solution development requirements for architects from different internal service units 
· Ensure developed solution meets the expectation of the customer and the expected pricing 
· Identify and develop a Operations model that will help achieve the goals of the customer’s organization 
· Work with the commercials team and ensure that the price offered is as per the solution defined as well as meeting the customer requirements. 
· Take up interview sessions with the customers in NA and Canada regions and present the developed solution and provide clarifications on overall process and solution as needed. 
· Handle the customer visits to Tata delivery locations to understand the delivery model 
· Onboard Transition team and hand shake the solution offered. 
Tower Manager (Mar 2012 to July 2014 / Reported to Delivery manager)
Responsible for managing the operations delivery for Datacenter and End User computing teams. Have achieved cost reduction of about 15% through innovations, automations & streamlining the operational processes. This increased the peak season sales of the customer by about 11%.
Key deliverables:
· Manage the daily support operations of the teams and ensure continuity of business services. 
· Develop and implement processes based on industry standards and ITIL to provide seamless delivery to the business users. 
· Ensure that the SLAs & KPIs are followed without deviation for incident, change & problem management. Identify any miss in the SLA and implement the necessary remediation to address any gaps. 
· Keep track of the industry trends and suggest and manage the implementation of new innovations. 
· Liaise with Information security team and ensure that the systems comply with required security standards such as PCI, SOX, etc. 
· Review and approve the Capacity planning activities before submission to the client. 
· Work with the different technology experts to bring innovation in the different technology towers. 
· Actively involved in major incidents, identify the impact to the client business and handle customer communications 
· Analyze the incident and service request trends and identify opportunities to automate / eliminate those, thereby achieving continuous improvement of the services offered to the client. 
· Prepare and present the Governance reports to the customers and get their sign off before billing. 
· Shift & leave management. 
Mphasis, an HP Company (Oct'09- Feb’12)
Operations Lead (Sep 2010 – Feb 2012 / Reported to the Deliver manager)
Responsible for the Technical delivery of a major global photocopier company’s sectional Enterprise infrastructure applications and hardware. Have achieved resource productivity of about 5% which was effectively utilized to undertake internal project activities.
Key Deliverables:
· Ensure the end to end availability of Active Directory services, Microsoft Exchange, Microsoft SharePoint, Microsoft SCCM, TSM Backup systems 
· Work on bringing the business to the team at India for various internal project design and implementations. Achievement is the conversion of the Staff augmentation business model to Co-sourcing business model. 
· Introduced cross skilling and brought in efficient shift model that resulted in cost reduction. 
· Act as the liaison between the onsite & offshore team and handle escalations. 
· Ensure that the Capacity planning and provisioning are planned by the teams without any misses 
· Governance reports preparations. 
· Leave and shift management 
Lead infrastructure Engineer (Oct 2009 to Sep 2010 / Reported to Team lead)
Responsible for the Messaging and collaboration infrastructure of one of the biggest global pharma company based out of US. Peer assistance to the team for Messaging & collaboration related requirements.
Key Deliverables:
· Designated SPOC for Microsoft Exchange & collaboration. 
· Responsible for maintaining the systems and services up and running for business. 
· Provide L3 support for Exchange and Blackberry technologies 
· Provide project support like version upgrade for Exchange 2007. 
· Escalate to OEMs and fix issues accordingly with fix patches. 
· Involved in a project to design Exchange 2010 architecture for a client on behalf of HP Consultancy services clients. 
WIPRO Technologies (Oct'08- Sep'09)
Systems Engineer (Oct 2008 to Sep 2009 / Reported to the Project Manager)
Responsibilities included leadership of the team operations on daily basis. The Windows, VMWare, Microsoft Exchange and collaboration teams were aligned towards the KRA.
Key Deliverables:
· Provide L2 and L3 support for Exchange and Blackberry technologies, Windows & VMWare infrastructure for a US based Manufacturing Company. 
· Handle the Windows platform as needed and act as the SPOC for Windows and Messaging team. 
· Liaise the calls with vendors and help the team fix the issues as per the vendor guidelines. 
· Interacting with application teams to implement mail related functionalities for application automation and other activities 
HCL Comnet Ltd (Jul’06- Oct'08)
Specialist - IT Systems (Mar 2007 to Oct 2008 / Reported to the Team lead)
Key Deliverables:
· L2 support and L3 shadow support for Exchange and Blackberry technology and servers for a reputed UK based corporate law firm 
· Handle VIP user tickets and provide technical solutions 
· Handling call with Microsoft and fix the issue if both of us are unable to resolve the issue 
Trainee – Center of Excellence - EUC (Jul 2006 to Mar 2007 / Reported to the AGM)
Team “Center of excellence – End user computing” does research on new products for innovative solutions.
Key Deliverables:
· Assist the senior architects in building the Infrastructure systems and the application for the research. 
· Actively involved in Microsoft Exchange lifecycle Program which is a project to develop migration tool for migration from Lotus Domino to Exchange platform. This was a R&D project by HCL leveraging the Platinum partnership with Microsoft. Was involved in the demo to the Microsoft team. 
Educational Qualifications
· BE with specialization in Electronics and Communication from SRM Valliammai Engineering college with 71%. Passed out in 2006 
· ITIL Foundation certified 
· Microsoft certified Technology Specialist 
Personal Details
DOB: 27th Mar, 1985
Language proficiency: English, Tamil, Malayalam& Hindi
References: Available upon request
