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E-mail Priya.367185@2freemail.com 
Location : Dubai (Visiting Visa)

PRIYA


Work

Experience:

Education:

Technical

Certifications:

Current Project

Details



Five years and Ten months of experience with Cognizant Technology Solutions in IT IS/CIS horizontal. Designated as Team Lead supporting client level ITIL (Incident, Change & Problem) Service Management along with Project Management Office activities.

· Under-Graduation: B.Sc.(Computer Science)
· Institution: Maharani’s Science College
· University: Bangalore University
· Year of Passing : 2011 May
· School to P.U.C
· Institution : St. Anne’s, Millers Road, Bangalore
· University : Bangalore University
· Year of Passing : 2008 April
ITIL.V3 Foundation certification, ITIL - Service Operation; Six Sigma Yellow Belt Cognizant Certified, Windows 7;

· Health Net Change Management along with Incident & Problem Management.(external client)
· Designation : Technical Lead
	
	Duration
	: June 2012 to till date.

	
	Technology
	:  Incident, Change & Problem Management

	
	Project Abstract


Responsible for the effective implementation of the process "Change Management” along with Incident and Problem. Representing major reporting procedures to higher Management.

	Roles &
	INCIDENT  MANAGEMENT:

	
	

	Responsibilities:
	 Represent the first stage of escalation for those incidents which are not


resolved in the agreed SLA.


Coordinate with the CRITSIT Manager during major business impact situation.

· Undertaking research for the root causes - analysis for any major incidents and major incident management .
· Incident ticket SLA management .

Assist the queue managers with the correct routing of misrouted tickets.

· Ensure the team in aware of the current incident process and adhere to it.
· Daily, weekly and monthly  incident report preparation.
· Ticket audit and feedback discussion with the leads on a daily basis. /
Represent the ticket audits and grading the technical team members.


Pending Ticket Analysis/ Aging Incident Analysis to reduce Aging count.

· Work proactively to identify the top recurring incidents.
· Coordinating with the DBA team (Oracle DBA, SQL DBA , My SQL DBA and
RDB)
for all the process maintenance.

· Assist with development of incident process documentation in every stage.
· Coordinate the service desk, CRITSIT , Problem and change management flow.
PROBLEM MANAGEMENT:

· Make sure problem tickets are been raised for all the P1/P2 tickets (Client Requirement)
· Ensure right teams are involved during RCA preparation.
· Reviewing Submitted RCA.
· Ensuring Impact Statements are documented.
· To make sure Restoring Service details are clearly mentioned to ensure Corrective and preventive actions are documented.
· Follow on all the problem tickets and get the RCA submitted on agreed SLA
· Preparing and sharing the Monthly and Weekly problem ticket status report
· Been part of a project which is very new to the organization so that was part of Problem Management process implementation.
· Because of the success of the first project one another LOB also got as added to the process and account got ramped up.
· Implemented  process improvement  plans for client level.
· Process Implementation  and correction
· RCA generation and follow up
· SLA maintenance and report generation
· Coordinating with the onsite incident and offshore change management  team
· Chairing the internal and client problem management  calls.

Coordinate with the CRITSIT Manager for the any major business impact.

· Representing the change failure calls and understand any RCA is required
· Undertaking research for the root causes - analysis for any major incidents
· and major  incident management
· Became the best new comer for the quarter in the team
· Completely got a new project transition and designed a new process structure.
CHANGE MANAGEMENT

· Responsibility for the development and control of the Change Management process and system documentation.
· Facilitated coordination and planning of request forms to support the production environment.
· Coordination support to provide a stable production environment  by
monitoring  the planning/implementation/post  implementation  of the changes.

· Analyze, document and control all Changes planned to be executed in the
· Environment.

Ensure minimized  or no impact of Change effects on Running  Operations.

· On further reaching’s Involving CAB or ECAB accordingly.
· Authorize or Approve All Change Requests except for CAB and ECAB on a daily basis post Analysis.
· Ensure the Change Ticket is categorized correctly and right CI are mentioned.
· Perform Impact Analysis to suggest tickets to CAB review (meeting).
· Risk Assessment Checks to the Changes.

Preparing Change Summary
Sheet that summarizes  all RFC’s.

· This Sheet helps the CAB team to understand & Evaluate Proposed Change.

Co-ordinate CAB meetings to discuss High and Very High Risk Changes.


Daily Basis : Make sure that Pre-implementation,  Implementation  and

· Post Implementation  checks are performed.
· Co-ordinate on Changes for its approval when my hands are required.

Ensure Change Ticket closure within agreed time frame / SLA (Compliant).


Scheduling and driving the weekly ticket status call (Internal).

· Analyzing major change & ensuring Tower SME representation in CAB call.
	Project 2 : Details
	
	Health Net (External Client)

	
	
	Designation
	: Senior System Executive

	
	
	Duration
	: Jan 2012 to till date.

	
	
	Technology
	:  PMO (Project Management  Office)/Procurement

	
	
	Management
	


	
	
	Project Abstract
	

	
	
	Project Management activities (On-Boarding/
	

	
	
	Off-Boarding activities).Procurement Management (Responsible
	for

	
	
	working closely with the selected supplier and managing the company’s

	
	
	procurement activities.)
	

	Role
	&
	
	

	Responsibilities:
	
	PERFORMANCE MANAGEMENT
	

	
	
	Integrating project level status reporting and generate the program level

	
	
	status for executive reviews
	

	
	
	Enforce  consistent  performance  reporting  guidelines  so  each  project

	
	
	reports project performance consistently
	

	
	 Investigate  on  specific  performance  issues  and  communicates
	early

	
	
	warning signs of troubled projects
	

	
	
	RESOURCE MANAGEMENT
	

	
	
	Resource allocation and resource capacity needs to be managed across

	
	
	the program for effective utilization.
	

	
	
	Manage the data collection and reporting process.
	

	
	
	Initiating/Revoking   Cognizant   and   Client   access   activities.
	i.e.,

	
	
	coordinating  on  Providing/revoking  access  to  the  Cognizant  Secured

	
	
	Doors (ODC).  Access to Client applications (Raising Access Requests for

	
	
	Client Monitoring Tool – SERVICE NOW).
	

	
	
	Maintain  Project  Resource  Tracker.  Updating  the  Tracker  on  regular

	
	
	intervals.
	



Validating the Access List on a regular basis to avoid unauthorized access to Client or Cognizant assets.


Project 1 Details

Role &



· Initial Project work station Setup. Coordinating with Internal Tech support team to ensure systems are on ready to work state.
· Setting up monitoring devices (TV’s ) and Involving in project Asset procurement process end to end (Monitoring Devices, Printers cum Scanner, Shredder, clocks, ODC extension etc).
· Coordinating with Admin Team and Vendors, Video HelpDesk team on Tandberg setup.
· Point of contact on Project assets related issues.
· Comprehensive understanding & experience of purchasing strategies and also inventory management.
· Deep understanding of the principles of vendor management.
· Validating the Access List on a Monthly basis to avoid unauthorized access to the ODC and to ensure 100% compliance.
· Planned the Initial Induction training for the new joiners and Laterals to update the basic Cognizant and Health Net mandatory user policies along with HIPPA Privacy & security policies.
· Would perform the DM declaration report by analyzing the last 24 hours Change/Incident data to ensure right validated information is shared to the management.
· Journal Communications.(external  client)
· Technology : Incident Management/Service Desk Analyst


Duration
: August 2011 to Jan 2012 (5 months).

· Project Abstract
Responsible for acknowledging the Event alerted in the Cognizant On-Target Tool. Take care of the First level for Resolution. If falls out of scope alerting the respective team. Following up on the INC until closure. Additional Responsibility of auditing Aging incidents. Monitoring team provides 24*7 supports

· Worked as a Service Desk Analyst
· First Point of Contact for End User’s issue resolution.
Responsibilities:

Languages Known:

Personal Details :



· Troubleshooting the issue using the SOP’s provided. 90% Issue gets resolved under First Level. High Priority tickets get escalated.
· Monitoring the incoming network and Server alerts or the vulnerabilities using the Site On-Target and Service Now.
· Created few SOP’s on basic troubleshooting steps.
· Reporting to Concerned NSS Team about the alerts getting triggered.
· Follow-ups on Incident tickets until resolution.
· Started performing Incident Management after 5 months on Service Desk. i.e., Performing Incident analysis to identify the Ticketing trend and Issue concurrency.

Tamil, Kannada, English, Hindi.

DOB
: 23rd July 1990

Nationality
: Indian

Gender
: Female

Marital Status
: Married
Passport DO expiry:23/09/2023

Strengths:
Good Communication and Presentation skills, Critical situation and change adaptability,

People management and mentoring experience, Corporate policy maintenance knowledge.

I hereby declare that the above mentioned data are true as per my knowledge.

PRIYA
