          Gaurav Verma         
                               
                                                                                                            Mobile: 0- 9730873884; E- mail: royalgaur@yahoo.co.in

Date of birth: 20th August 1986

In pursuit of challenging and enriching assignments in effectively contribute my skills in IT Service Management, Service Recovery Manager & Team Leader with an organization of high repute ______________________________________________________________________________________

                                                                   Professional Profile
An astute & result oriented professional with over 11 plus of experience in IT (TCS & Wipro) & non-IT sector (Airtel, & Alcatel) 

IT experience in ITIL framework support management like IT Operations, Incident, Problem & Change Management, SLA Adherence & Service Recovery Manager. Networking, Resolving Technical faults & Service

Non-IT experience in Networking, Resolving Technical faults & Service, in Telecommunication Industry 

Presently associated with Tata Consultancy Services Pvt. Ltd. as Service Delivery Manager for one of the tenants & Service Recovery Manager
Experience delivery of customer services to Client requirements and satisfaction, Service Level Agreements and performing to company Management standards

Be able to perform contractual analysis, management and change according to ITIL and Company standards

Proven track record of successful project implementations

Ability to balance customer satisfaction / demands to maintain customer satisfaction with the level of support the customer has contracted with Company

Experience in a wide variety of information technology fields to fully understand the details of the services that can be provided

Good delegation skills, negotiation skills and strong people management skills

Excellent customer relations skills to understand client/client representatives concerns and requirements

Oversees day-to-day operations to ensure contractual commitments are met for the areas managed by the vendors or other SDMs

Proactively manages teams providing services in scope, directly or with assistance of line managers and has two managers directly reporting to them (this will be dependent on the contract, a staff of 30 on-shore resources)

Proactively manages the day-to-day relationship with the client(s)/client representatives to ensure a high level of satisfaction

Becomes a point of escalation for customer/delivery issues and for service towers regarding client issues / opportunities / contractual obligations

Pivotal in ITIL Process Implementation and Improvement

Subject Matter Expert in Incident, Problem & Change management processes. Also, in Business Continuity planning

Advise, plan and implement IT Service improvements

Ability to direct complex projects from concept to fully operational status

Motivate, mentor and manage teams to achieve goals

Pivotal in providing high-end technical support on systems, managing incidents and ensuring   high end-user satisfaction levels through solution of their problems

Expertise in ensuring high-quality customer experience, elevating customer satisfaction, while adhering to the SLAs and work processes

Ability to conduct all types of Business Continuity planning, analysis, implementation, training and exercises. Interacting with customers in presentations, analysis, data gathering, strategic design, implementation, and plan exercise activities

Developed a unified Business Continuity Program that provided emergency preparedness, crisis management, risk management, contingency planning, and disaster recovery to sustain business continuum

Recognized leadership qualities with experience of developing and leading highly effective and successful work teams; successful track record in managing organizational complexities and business uncertainties

An effective communicator with excellent relationship building & interpersonal skills. Possess a flexible & detail oriented attitude

Professional Experience

Tata Consultancy Services                                                                                           May 2015 – Till Date
Service Delivery Manager & Service Recovery Manager
Wipro Infotech (Apex Services)                                                                                   Sept 2013- April 2015

Network Engineer Level 2

Bharti Airtel Telemedia PVT LTD (Alcatel LTD)                                                           Nov 2007 - Aug 2011

Technical Officer (Senior Lead) reporting to Manager 

Technical Expertise

Software: Net objects, all antivirus company's software, Outlook 2000 configure, Microsoft outlook excel configure.

Networking: ROUTERS (D-link, Linksys, Netgare, Pronet, Cisco and any other company routers) SWITCHES D-link, Linksys, Netgare, Pronet, Cisco and any other company switches)

LAN/WAN, DNS, DHCP, TCP/IP, SNMP, SMTP

Completed Cisco Network Administrator Course and Exam (CCNA certified)


Organizational Experiences

Tata Consultancy Services                                                                                              May 2015 - Till Date

Experience delivery of customer services to Client requirements and satisfaction, Service Level Agreements and performing to company Management standards

Be able to perform contractual analysis, management and change according to ITIL and Company standards

Proven track record of successful project implementations

Ability to balance customer satisfaction / demands to maintain customer satisfaction with the level of support the customer has contracted with Company

Experience in a wide variety of information technology fields to fully understand the details of the services that can be provided

Good delegation skills, negotiation skills and strong people management skills

Excellent customer relations skills to understand client/client representatives concerns and requirements

Oversees day-to-day operations to ensure contractual commitments are met for the areas managed by the vendors or other SDMs

Proactively manages teams providing services in scope, directly or with assistance of line managers and has two managers directly reporting to them (this will be dependent on the contract, a staff of 30 on-shore resources)

Proactively manages the day-to-day relationship with the client(s)/client representatives to ensure a high level of satisfaction

Becomes a point of escalation for customer/delivery issues and for service towers regarding client issues / opportunities / contractual obligations

Works closely with Account Manager to plan the overall client relationship strategy, concentrating on cost reduction, service improvement and new businesses. Service Delivery Reviews vendor(s) recommendations for delivery targets appropriateness and liaises with Company management/Client representatives to address issues or concerns

Monitors SLA achievement and SIP performance to identify negative trends and implement get-well plans

Owns the Service Improvement plan (Where applicable)

Oversees contract change process as part of Contract Management and Maintenance to ensure contractual consistency

Owns delivery of standard BAU projects (depending on contract), shows a thorough understanding of applicable project management and/or operational management standards and procedures as well as of the business and commercial context of the organization. Service Quality and Improvement

Works with line managers and vendors to ensure all relevant process documentation reflects ITIL best practices and client requirements, ensuring it is reviewed and updated within agreed timescales

Owns and drives forward improvements within the managed teams and produce recommendations for service improvements

Reviews quality of work produced by the teams providing services (reports, project deliverables, etc.) to ensure consistency and accuracy of information

Provides feedback and coaching to avoid reoccurring errors

Acts as an escalation point for client issues, escalations and complaints

Has a substantial input in the management of the financial cycle including invoicing and cost management;

Ensures that cost control is maintained for the assigned project codes. SLA Implementation/Performance Reporting

Completes SLA measurement and analysis management to ensure all commitments are met

Ensure timely delivery and accuracy of regular (monthly) management reports for client and attends review meetings (if applicable)

Prepare and/or review summary reports on trends, root cause analysis and other reports before they are provided to the client for completeness, contractual requirements, SLA impact and service impacts

Provides service performance reporting to Client and Company Management (as required). Client Relations and Service Development

Has a substantial input in the development of contractual schedules and Service Level Agreements in line with the current service line aspirations

Develops and maintains close working relationships with representatives of Company in the world and Client

Identifies and assists in the perusal of business opportunities within the existing contract with the Client

Recognizes commercial opportunities and engages in Commercial negotiation with input from Account Manager & SDM

Assessing the impact with the support team involved in resolution & taking care of Crisis Management based on impact assessment and / or as requested by IT Management

Instrumental in identifying, analyzing and providing documentation, which will increase the productivity of the process or to the Operations

Reviewing progress regularly with management team consisting of IT managers, affected business managers and customer management to keep all parties informed

Discuss progress and provide management escalation when required and to deliver at par for excellent customer perception

Holding review meetings at regular intervals to discuss progress update the restoration plan and issue a restoration progress report

Demonstrating a good understanding of the command center procedures and escalations and liaising with the respective support teams to resolve any query as per the requirement

Preparing the Governance report & reviewing the service Management & Service Delivery reports

Weekly, Monthly & Quarterly Interaction with tenant

First point of contact on Incidents, Outages, Threats or potential degradation of services

Monitoring and tracking  SLA's

Worked towards reduced Mean Time to Recover

Handling Incidents & chasing them with the resolvers

Analyzing trends or event reports on Problem and Change Records

Identification and forecasting of issues, prioritizing and categorizing them for resolutions and inform the concerned personnel

Prime decision making responsibility for up gradation/down gradation of Incident Severity.

Weekly and Monthly Incident/Problem Reports.

Conducting Post Incident/Resolution Reviews.

Root Cause Analysis – coordinate with performing suppliers and get the RCA for Incidents.

Monitor the Incidents queue, follow up on all unassigned, about to breach and medium & high impact incidents with the respective resolution groups and have them attended immediately.

Managing, driving Critical and High Impact Incidents to closure within SLA targets by following the appropriate Incident handling procedures.

Host the daily regional operational calls to discuss on operational issues and status from various IT groups

Ensuring that appropriate process documentation is available on SharePoint

To ensure the tickets are assigned to the appropriate technology teams

Analyze SLA reports, determine root causes and identify best practices and reconciliation

Produce management metrics and reports covering all aspects of Incident, Problem, Change, Release, Configuration and Knowledgebase Management

SLA and Customer Satisfaction Management

Operations – Program Management

Sharing employee performance details to Management to improve the individual skillset

Quality & Soft Skills

Leadership & Ownership

Manages and coordinates all activities necessary to control, track and audit Changes in the environment

Leads the Change Management function and is responsible for the adequate skill levels and performance of the assigned staff members

Ensures Change status, progress and issues are communicated to the appropriate groups

Audits and manages the process lifecycle and reports to upper management

Schedule Urgent CAB/XCAB meeting when necessary

Evaluates performance metrics against the defined critical success factors and institutes actions to correct shortcomings or further streamline the process as necessary

Responsible to review Change Schedule (CS) for conflicts

Chairs the CAB

Report Change Management activities to upper management

Produce management reports

Responsible for education of the Change Management process

Identify knowledge gaps and recommend training needs by performing monthly/quarterly analysis

Work with frontline leads and key partners/resolution owners to ensure Contact Centre complaints are closed and resolutions are provided to customers in a timely manner

Significant Achievement

TCS Gems, awarded for Incident Manager role

TCS Gems, awarded for Initial learning program for TCS-Japan employees

TCS Gems, awarded for efforts towards recruitment

TCS-Barry Callebaut client, certificate awarded for best Incident Manger

TCS-Alcoa client, certificate awarded for handling Command Center team

TCS-Cloud Command Center project, certificate awarded for valuable contribution

Wipro InfoTech (Apex Services)                                                                                    Sept 2013 - April 2015
Senior Network Engineer

Analysis of CISCO routers and switches

Provisioning and Auditing of devices and their elements

Monitoring Network Performance of all Telstra's customers (around 10,000 devices)

Monitoring Bandwidth utilization of interfaces, discards, errors, CPU utilization etc

Monthly reports prepared and directed to respective customers

Check network connectivity between Telstra (ISP) and their customers by using perl script

Logging fault tickets for issues with the devices

Significant Achievements

Certification of Appreciation for being Top Performer in Quarter 2, 2014-15

The Galaxy Award for Best Team in Technical category

Bharti Airtel Telemedia PVT LTD & Alcatel-Lucent Network                                          Nov 2007 - Aug 2011

Worked as senior lead officer for department of Installation & Fault repair

Handled a team of 10 engineers

Worked as trainer for new joined engineers

Handled nearly about 10,000 customers, and 5 area's site

Monitored the post service activities like follow up with the customers, service reminders & handling customer grievances for superior customer service

Configure & Resolve any problem related ROUTERS (D-link, Linksys, Netgare, Pronet, Cisco & any other company routers), SWITCHES D-link, Linksys, Netgare, Pronet, Cisco & any other company switches), Firewall & HUB 

Mentored the team of 10 network engineers in all kinds of network related queries

Experience in WAN connectivity (Leased Line / ISDN) management - commissioning, liasioning with service providers, configuration, diagnosis and trouble shooting


Significant Achievements

Lone recipient of the Zone 1 to won No.1 Engineer Award, for Best Work Performance for Installation and Fault Engineer.

Won Gold Coin for best Performance

                    Certifications

Six Sigma Green Belt

ITIL V3 Intermediate Service Design

ITIL V3 Intermediate Continual Service Improvement (CSI)

ITIL V3 Intermediate Service Operation (SO)

ITIL V3 Foundation

CCNA

                    Academic Qualification
B.Tech in Electronics & Telecommunication                                                                         2014-2017

Kalinga University

Diploma in Electronics and Telecommunication                                                                   2002 - 2006     

Pimpri Chinchwad Polytechnic College

S.S.C                                                                                                                                          1992 - 2002                                                                                                                    

St.Jude High school, Pune





                               

______________________________________________________________________________________________

                                                                                 Personal details:

   Address: Flat No. 12/14 Om Sai Ram Apartment, D-ward, Sai Chowk, Pimpri, Pune 410017


   Passport L2551325                        

_____________________________________________________________________________________

                                                          References: Available upon Request
1

