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AIM: - Seeking opportunity in the area of IT Service Management in a competitive work Environment to utilize my skills to deliver robust and innovative IT Service Management solutions.
IT Service Operation 
· Overall 12 Years of Industrial Experience as IT Service Operation.
· Working as IT Service Operation Manager
· Worked as IT Circle Operation Lead, with over 7.4 Years of  experience  in IT Operation for Karnataka Circle with a team of 40 Engineers, covering around 900 Sites spread across Karnataka, including over 5000 Configuration Items and 16 SLM categories.

· Worked as NOC Operation Manager with a team size of 60,  Managing Network Managed  Service of  around  20000 BSNL Links.
· IT Service Management with ITILV3 Certification and Proficient in Incident Management, People Management, Service Desk Management & Asset Management

Education Qualifications / Certifications
Bachelor of Engg. (Electronics & Communications) from P.D.A.C.E College, Gulbarga University.
ITIL V3 Foundation Course Certified 

Trained in Project Management Professional course with 35 PDUs

Career History 
	1. Silitech Computers
Silitech Computers’ is one stop solution for all your IT needs with 14 years of experience. We are specialized in IT supply, implementation, support and management. We provide end-to-end infrastructure solutions to customers to ensure smooth flow of their day-to-day operation. Silitech Computers has developed partnership with most leading companies and the Premier Business Partner for HP, Acer, Toshiba, Dell, Lenovo, and Cisco.
Working as Service Operation   – Manager

Working Location : Bangalore  
Feb 30 Sep2015 to Dec 2017.
Site Name : BIOCON LIMITED
	Responsibilities 
· Managed a team of 12 System Engineers responsible for building, deployment, recovery and new technology installs for entire Asset Lifecycle of 5000+ PCs and laptops across 3 campuses

· Lead teams in the design of new applications, configuration of system upgrades and development of new programming tools.

· The Role encompassed Service Desk Management, Incident Management, Configuration and Asset  Management, SLA Management, Vendor management, achieving operational excellence.

· Create business processes, best practices, standards, templates and operating procedures to optimize IT project development.

· Developed and implemented policies and procedures for daily activities, interdepartmental activities and asset management system.

· Assign schedules, coordinate staff and allocate resources to ensure efficiency and productivity are maximized.

· Collaborate with system architects, software engineers and IT management to ensure projects meet strategic initiatives.

· Installed, configured, and maintained the functionality of company desktop and laptop systems, together with the peripheral appendages and software.

· Supporting multiple operating systems and standard suite of applications including Outlook, MS Office and proprietary applications

· Also managing a team of 24/7 shift Engineers responsible for Server monitoring which include Network Monitoring Server, Backup Server, Anti-Virus Server, Active Directory Servers 

· Research, analyze and recommend implementation of new technologies or systems hardware.

· Coordinate with external technology vendors, internal staff members and third party consultants.
· Managing Response Time and Resolution Time for customer problems, Providing Single Point of Contact to Customer

	2. Trimax IT Infrastructure & Services Ltd.
Trimax IT Infrastructure & Services Limited (Trimax) is an IT Services and Solutions Provider offering comprehensive range of services such as Compute infrastructure, network infrastructure, software solutions, turnkey solutions, Managed network services, cloud computing, data centre services, facility management services, virtual private services and web design and hosting. With prolonged experience and strong capabilities, Trimax has gained momentum to cater all types of businesses, irrespective of size and covering range of industry verticals such as Government, BFSI, IT/ ITES and Transport

Trimax IT Infrastructure & Services Limited (Trimax) is the Channel Partner with BSNL for Network Manages Services. And Trimax NOC is maintaining the Network Manage Services for BSNL Broadband Links ( Clients Like Central bank if India, Bank of  Baraoda, Axis Bank.etc )
Working as NOC Operation – Manager
Working Location : Mumbai 
Feb 2012 to Sep 2012

	Responsibilities 
· Design, Develop & Implement the NMS Solution Architecture, Service Desk Response System and associated processes & procedures for NOC Process as per defined customer or contractual requirements

· Evaluate products and solutions that may be implemented for NOC Operation for and provide feasibility and technical evaluation reports to Management as per demand

· Designing and Implementing Link Monitoring & Management Procedures as per Customer & Contractual requirements

· Implement & Ensure that the policies, procedures and associated processes designed for NOC Management are compliant to Organizational policies, QMS, ISMS & ITSM.                                                                                                                                                                                                                                                                                                                                                                                                             
· Ensure that all queries raised by Customer, ISP, Billing Team are resolved and issues if any are escalated to Senior Management for review and pursuant action

· Ensure that resolution lead time and response time to service requests is optimized through process automation, optimum resource allocation, training & development etc. 
· Leading a Team of 60 as NOC Operation Manager and Managing Network Services for around 20000 Links.
· Review of daily NOC Operation, MIS report generation of service desk and Network Manage Services ( Through Solarwind Applications ) on daily, weekly, monthly, quarterly basis.
· Work on identified Areas of Improvement and present justification to Management on implementation and benefits 

· Ensuring that resources deployed in the NOC are utilized optimally and daily performance monitoring of Server with 100% uptime and Ensuring that network resources is not affected 

· Ensure that Service Delivery to ISP / Customers is not affected by any breakdowns in service, downtime of resources, lack of technical support expertise, lack of OEM Vendor Support, non availability of tech support personnel etc

· Ensure that tech support services are available to the NOC Personnel at all business hours and adequate coverage is maintained for scheduled downtime, incidents etc

· Co-ordinate with all OEM Vendors for associated support requests, technical assistance, escalations, up gradation, product renewals, product pricing and support agreements. Monitor and Manage OEM Vendor SLA & Delivery and report any non conformance to Senior Management

· Ensure that the scheduled maintenance activity is carried out as per the schedule and all customers are intimated of the same on completion
· Ensure that any service, incidents and downtime of resources are notified to the Senior Management for review. Also Ensuring that records of all Service request or Incident are maintained for review by Management with the detailed RFO and RCA as per Incident Management procedures.

	3.

Reliance Communications Ltd.

Reliance Communications, (Anil Dhirubhai Ambani Group company ) 

Is India's largest private sector information and communications company, with over 100 million subscribers. It has established a pan-India, high-capacity, integrated (wireless and wireline), convergent (voice, data and video) digital network, to offer services spanning the entire Infocomm value chain
Worked as IT Circle Operation Lead 
For Infrastructure Manages Services group of Karnataka circle. 
Handling all IT Related
Activities in all RCOM Offices, Reliance World Store and Reliance Mobile Stores and Retail Customer for Data cards and Enterprises Customer for Broadband Connectivity.

Working Location: Bangalore  
Nov 2004 to Jan 2012

	Responsibilities 

· The Role encompassed Budget Service Desk Management, Incident Management, Configuration Management, SLA Management, Vendor management, achieving operational excellence, spare & consumable management, Liaison with other work streams seamlessly to achieve the above targets.

· Achieving Customer Satisfaction, MTTR, Managing fulfillment of customer needs by Designing Cost effective solutions to meet Customer requirements, Managing Response Time and Resolution Time for customer problems, Providing Single Point of Contact to Customer, Maintaining relationships with customer, building satisfying, and mutually beneficial relationship for both organizations. Image building of parent organization, carrying out Business Development to meet the targets.

· Managing compliance to IMSG and Business processes. Also Development, maintenance, monitoring, improvement, adherence to corporate business policies, Continual improvement of IMSG processes laid down for both projects and Operations, Using available “ Knowledge Pool” at various levels for the improvement of systems.

· Providing direction and guidance to the team members to achieve desired objectives, Providing Motivation to the team members, Managing retention of team members, providing and managing Training to the team members, Team Building and Team Management, Career Planning for team members.

· Providing Cost Effective Solutions /Design for IT Infrastructure using industry standard business and project management practices and achieving overall control on project and keeping variance within limits agreed.

· Heading a team of more than 40 Engineers across the state of Karnataka as Circle Operation Lead with Service assurance, service delivery, Material and Asset management as major thrust areas.
· Hand on Experience in Remedy 7.1 and 7.5 in People Management, Configuration Management, Incident Management and Report Generation and evaluating the report with the Management.
· Last Mile Delivery of Reliance Broadband link i.e  CPE Installation & Commissioning of Router ( MPLS_L3VPN, DIA, Lease Line Etc.. ) and  at Wireless Link - ATM Machine ) 
Achievements

· Implemented WDRAM (Windows, Domain, Remedy, Antivirus and Marimba) in the circle with 99.86% of completion.
· Implemented Devil Stopper Software Application across Karnataka, which will help the field Laptop to be up to date with respect to all types of  patches within 15 days.
· Project Lead for delivering MPLS VPN, DIA & LL Circuit for Enterprise Customers

	4.ANCO Communications Limited 

ANCO an ISO 9002 certified company, Manufacturing Electronic Push Button Telephones (EPBT), Solar Photovoltaic Cells and also was providing Mobile Radio Truck Services. 

Worked as Junior Quality Engineer

July 2000 – July 2002
	Responsibilities 

· Doing Quality Work (Quality Assurance, Quality Control, Quality Planning, Documentation, Quality Report, Internal Audition, Making Audit Report, Calibration of Equipment, Making Checklist)
· Testing and Troubleshooting of Telecom products (Telephone, Power Supply Cards).
· Worked in Research & Development (R&D) Dept., Designed the New model of ACT 9-00 and Single Chip IC Telephones.
· Coordination with DOTs for Telecommunication Evaluation Center (TEC) and Product Quality Telecom (PQT) Approvals of Telephones.


Strengths :

· Excellent Team Management skills, skills, Asset Management, Vendor coordination and negotiation skills

· Designing, Implementation and Providing Operations & Maintenance support of NOC / IT     

  
Infrastructure as per documented SLM along with Incident Management.

· Roll over of new products for efficiency, accuracy & reliability of the existing services

· Result and Process Orientation skills with ability to deliver challenging tasks.

· Ability to handle change and always willing to explore new avenues

Technical Expertise 

· Basic Router & Switch Configuration & Maintenance. (Cisco, Nortel, Maipu, Wireless  & Tech  

 
Router)
· Basic Network troubleshooting, Physical network maintenance and upgrades. 

· Configuration Management, Asset management, Incident Management, People Management in BMC Remedy 6.5, 7.1& 7.5 Versions.

· Installed and Administrating the SolarWinds Servers  Orion NPM V 10.3
· Proficiency in Lotus Mail Client from V5 to V8.2
Other Admin tools

· Configuration and debugging of Lotus Notes mail Client & SAP client, Clarity OSS & other Applications.

· Clarity OSS :  Tracking Service Orders, Fault Tracking and Creating Plan Event by taking Downtime  

form External Customer.
· SAP Tool installation and configuration like MM, SD, FIFO and HR.
· Network and Desktop Printer configuration and debugging

· Remote Login tools  - Admin Magic 2.1, PC Anywhere, VNC 3, Dame ware NT, Remote Server 3.0, &

Team viewer 6.0
PERSONAL PROFILE:

Date   of   Birth 

:
02-07–1976

Languages Known
: 
English, Hindi, Malayalam and Kannada
Sports 


:
Volleyball, Tennis & Kabaddi 

Notice period

: 
One Month
Preferable Job Location
: 
Anywhere in India and Abroad


DATE:

PLACE: Bangalore 
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