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Synopsis

I am a result oriented professional with 8 years work experience, spanning IT service management and project management. I have worked in diverse organizations in India and UAE, gaining an understanding of diverse business needs and leveraging IT to service these. I am currently exploring challenging assignments where I can apply my learnings and grow further in my career.

Professional skills
· Expertise in IT service management, especially in service desk, incident and problem management
· Expertise in planning and management of mid-sized projects

· Understanding of networking and IT infrastructure concepts 


Educational qualifications

Bachelor of Computer Applications (BCA) in 2005

Certifications
· ITIL V3 Foundation

· ITIL Service Operations Intermediate
Tools

· IT Service Management tools: HP NOtA-CP, BMC Remedy, EDS COPS, Tangoe

Work Experience

Company: Capella Solutions, Pune India

Period: Jan 2014 – date
Job Role: Service Management Lead
Responsibilities
· Build customer service management portfolio (e.g. KPI definition, SLA reporting)
· Report and chair service reviews (from SLA perspective)

Projects


· eCommerce portal, Software development, Software testing

(Cannot share customer names as per NDA)

Company: Mphasis an HP Company, Bangalore India

Period: July 2010 – Nov 2013
Job Role: Service Management Engineer

Project experience

Project
: Global Network Provisioning
Client
: HP
Period
: Jul 2010 – Feb 2011

Team size: 15

My role

· Maintain the inventory database

· Manage new installations

· Responsible for data and voice network change implementation for switched and dedicated services 
· Tools used: Tangoe, Verizon disconnect portal

Project: Network Migration
Client: Bimbo Bakeries

Period: April 2011 – Jan 2013
Team Size: 7

My Role: 

· Chair CAB meeting
· Handle incident ticket queue
· Maintain project and application documentation
· Tools used: HP NOtA and COPS

Project: Network Migration

Client: Bank of America

Period: April 2011 – Jan 2013
Team Size: 8

My Role: 

· Chair CAB meeting
· Manage effective implementation and reporting of the service desk and incident management processes 
· Manage client provisioning and decommissioning (including inviting quotes, vendor assessment and selection, order release, order tracking until completion, documentation)

· Tools used: HP NOtA and COPS

Project: Network Operations

Client: Healthcare ITO, US Government
Period: Jan 2013 – Nov 2013

Team Size: 8

My Role: 
· Manage incident, problem and change management processes

· Supervise, train, motivate and mentor teams of network provision engineers to optimize department performance as well as exceed SLA

· Lead the resource and billing management

· Accountable to client delivery manager for service management aspects of the client

· Tools used: HP NOtA, COPS, Cross-trained on BMC Remedy Tool, HP ERRMS, PAT, RIS
Company: Al Asbab FZ LLC. Dubai UAE
(an SME in Dubai providing specialist audio-video and communication solutions)

Period: May 2008 – July 2009
Job Role: Project coordinator 

Project: Platinum Yachts AV/IT
Responsible for service delivery to client
· Management of inventory and stock workflow, to ensure constant and efficient supply

· Liaison between client and sub -contractors

· Oversight on equipment testing in live environment 
Company: Ranstad Ltd, Bangalore India (working with ICICI Bank)
(a staffing company that provides manpower services to major organizations)

Period: Jan 2006 – Apr 2008
Job Role: Credit Process Associate
· Responsible for credit profiling of customers for loans, underwriting and soft approvals 

