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	EXPERIENCE OUTLINE


· 7+ years of work experience in Information Technology and ITES
· Last worked as System Engineer at NaviSite India Private limited – A Time Warner Cable Company, Gurgaon.
· Focus on Enterprise IT projects for all the Data Centres that NaviSite has all across the globe (UK, US and India).

· Implement various projects throughout different data centre practices; like Managed Hosting, Cloud (Private/Public/Hybrid), Colocation, MBS (Grade Plains, Dynamics CRM), Managed Messaging (Hosted Exchange, Dedicated Exchange, and Domino), and Disaster Recovery Solutions. 
· Ability to effectively communicate with stakeholders to provide accurate reporting and information regarding the on-going projects and initiatives.

· A realistic problem-solver who envisions business and technical perspectives with knowledge of tools, techniques industry trends, products and services.

· Sound knowledge of IT Network Operations Center (NOC) processes; ability to interact effectively with clients and onsite teams, understanding and responding to client requests in terms of solution updates & analysis reports 

· Organized take-charge professional, exceptional follow-through abilities, sees projects to successful conclusion maximizing customer satisfaction.

· Stupendous communication skills, honed with the ability to liaise at all management levels.

· Exceptionally well organized, strong work ethics, short learning curve & desire to achieve team objectives and goals; Ability to handle multiple tasks & project coordination.
TECHNICAL PREVIEW
	ITIL V3 Foundation Certified
	Intensive knowledge of ITIL Process

	4 Days PMP Workshop (Attempting PMP Certification)
	Intensive knowledge of PMP Methodology

	Operating System
	Win9x/2008/XP/Vista/Windows 7/Windows Server 2003/08/12

	In House Training
	Business Communication Skills

	Software Tools
	MS Office, Excel, PowerPoint, Microsoft Outlook 2010, Microsoft Project 2010



	                 NaviSite India Private Limited – A Time Warner Cable Company, Gurgaon


Senior Associate, Implementation Services 





     January 2012 – 2014




The Implementation Services team is responsible for implementing new/existing client’s IT environment. Performing project oversight independent review and analyse of agency wide IT systems integration projects. Applying project management knowledge and expertise to gauge system performance and assess risk.  As a Senior Project Manager, my role is to focus on Enterprise IT projects for all the Data Centres that NaviSite has all across the globe (UK, US and India). 

Responsibilities: 

· Responsible and Accountable for the coordinated management of multiple implementation projects for different customers in order to expand their IT environment and services with NaviSite.

· Build credibility, establish rapport, and maintain constant communication with internal and external stakeholders at multiple levels to keep them informed about the project progress.

· Oversee and coordinate with multiple teams of technical engineering resources to perform installation tasks.

· Develop project plans, specifications, and other related project planning materials

· Work directly with NaviSite customers at multiple levels to perform implementation activities

· Oversee project execution, including but not limited to:

· Conducting project kickoff meetings

· Facilitating setting of technical, functional and business requirements

· Developing detailed project plans including budgets and resource plans

· Tracking/managing projects from initiation to successful completion

· Communicating project status

· Resolving project issues and problems

· Managing and controlling project scope changes 

· Leading projects to overall success

· Oversee quality assurance cycle for new implementations.

· Manage transition of client from Solutions Implementation to Client Support through Internal Handoff process.

· Present periodic Dashboard reports on the current projects, and issues or roadblocks.

· Prepare formal project reports on a regular basis for customer and NaviSite management.

· Handling below Implementations: 

· Cloud – Customer Managed App Centre/Company Managed.

· Dedicated Hosting 

· People Soft Builds

· Exchange and SharePoint builds
· Disaster Recovery Sites

· Migration from Multi-Tenant (Hosted Exchange/Hosted SharePoint) to the Dedicated Environment (Dedicated Exchange/Dedicated Share-Point)

· Projects up to 1000 k MRR
	 NaviSite India Private Limited – A Time Warner Cable Company, Gurgaon


Associate, EBay Project                                            


 August2009 – December 2011




The Incident Management team is responsible for handling every critical Data Center Outages and Customer Outages as per ITIL compliance. My role was to coordinate with the high level technical teams to get the issues resolved in a timely manner. Also, I was the main communication channel for both NaviSite Management and Clients.
Responsibilities: 

· Following the Incident Management process for every critical Data Center Outages and Customer Outage as per ITIL compliance

· Troubleshooting of problems like services down on Linux/Unix box , full space on C: drive on Windows , High CPU Usage , Websites down etc. occurring on servers related to operating system like Windows 2000, Windows 2003 server, Windows XP , Linux/Unix with the help of remote desktop

· Updating Virus Definitions on the servers. 

· Monitoring & Managing Customer servers, Network Devices Remotely. This involves checking logs, event viewer to find out the issue. 

· Creating and managing customer’s Cisco VPN account and ADM accounts hosted on our servers. 

· Handling requests/issues of users through timely resolutions. 

· Managing Web sites that are hosted on Windows and Linux servers. 

· Replying to the email queries posted and serving as the first point of contact for effective management of events. 

	HCL Technologies PVT LTD


Customer care Executive




September 2007, 2014 – April 2009, 2015

           




The core responsibility was to resolve the customer issue effectively and timely. The core focus was on right resolution and good customer experience. Supported home & small business customers by troubleshooting customer’s issues. The profile included troubleshooting Domain and SSL. Enabling the business to higher scale by improving key performance indicators and improving overall customer experience. 
Responsibilities: 

	· Responsible for shift target in terms of Login Hours, Conversion, Breaks, Productivity and Quality

· Dealing with customer complaints and escalated issues.

· Helping colleagues while taking escalation calls..
· Providing customer good customer service &amp; business to the company.

         Key Task Handled

             Quality assessment3

Handling escalated calls

Data collection

         


	          EDUCATION


        Bachelors in Business administration 
         12th (C.B.S.E Board) scored 
         10th (C.B.S.E Board) scored 
         ITIL Certified
	PERSONAL DETAILS


Date of Birth
             :
14.10.1988
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