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	AGE:                              27
SEX:                               MALE

D.O.B:                            18-OCTOBER-1987



	Objective
	Seeking `a challenging environment ,which encourages learning , creativity , provides exposure to new ideas which stimulates personal and professional growth and enhance my capabilities and implement them for effective utilization of Industry’s resources and make substantial contributions and open up new avenues in engineering and technology

	
	2005-2009            COCHIN UNIVERSITY B.TECH (Computer Science)

(11th &12th)          NEW INDIAN SCHOOL, BAHRAIN, AISSCE(CBSE)
(1st std-10thstd)     IHIS, BAHRAIN, AISSCE(CBSE )       



	Work Experience
	solution Pvt.ltd
June 2010-October 2011
     Worked as a Remote desktop Engineer at the firm under the Microsoft department.

Responsibilities:
Trouble shooting issues which are based on Microsoft components

· Configuring and resolving issues based on email clients

· Trouble shooting network related issues 

· Providing remote desktop support to clients for all software related issues

October 2011-June 2012


Working as a Technical Analyst under the same firm.
Responsibilities:

· Manage the technical support agents

· Make daily report based on their performance

· Provide them with feedbacks and help them in troubleshooting complex issues.

· Report to the management

· Conduct weekly tests for the agents

· Give training to new agents

IGATE  

July 2012-August 2014
Designation

:  Senior Systems Engineer
Key Responsibilities

· Service delivery management of SLA's and service reviews

· Compliance with all IT and Controls policies

· Incident Management

· Change Management

· Disaster Recovery Planning

· Server Management

· Release Management
Primary responsibilities

· Alert acknowledgement, assignment and escalation HPSM.

· Owner of the end-to-end Incident management process including planning, designing, implementing, integrating, operating, and refining the process to established Global Support Standards.

· Responsible for managing the successful resolution of Incidents within defined Service Level Agreements includes the escalation, communication and the monitoring of other open Incidents, Service Requests, and known/unknown system problems through to resolution.

· Ensuring correct incident categorization, prioritization, identification of root cause issues, recovering the service where possible and escalation to responsible third Tier Support and Business Operations teams.

·  Ensuring key stakeholders throughout the enterprise understanding their accountabilities and responsibilities related to the Incident management process.

· Jointly defining with the business the key criteria for determining severity levels, escalation thresholds and escalation procedures to communication contacts.

· Reviewing and updating with the business service level requirements (SLR's) to ensure current SLA's and operational coverage and resourcing level are relevant to support internal users and services offered to clients.

· Work with other process owners to ensure integration of incident and problem processes with other 'best practice' processes and to standardize/unify the Incident Management processes across all IS groups.

· Tracks, analyses, and refines metrics and measurements to determine the impact, success of the Incident processes and indicating areas for improvement.

	Skills
	· Sound knowledge in software programming
· Fine idea about Data Base Management System (DBMS) concepts

· Effective team player with good communication, analytical and interpersonal skills.

· Focused and hardworking, possessing a high degree of professionalism and dedication.

	Languages
	           English , Hindi , Malayalam

	Hobbies
	          Reading, Listening to music, Basketball, Soccer, Movies, Surfing net.
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