
DEVALAGARWAL

Mobile:(91)8087464968

Email:devalagarwal147@gmail.com

https://www.linkedin.com/in/devalagarwal/

Skills&Expertise

 ServiceNow

 Jira

 BMCRemedy

 ITIL

 ITSM

 Agile

 Scrum

 ServiceOperations

 ProjectManagement

 ServiceManagement

 ServiceDeskManagement

 IncidentManagement

 Problem Management

 ChangeManagement

 ServiceRequestManagement

 ContinualService

Improvement

 TicketAuditing

 PCAuditing

 ProcessAutomation

 Governance

PROFESSIONALSUMMARY

 Adynamicprofessionalwith+7yearsofrichexperienceinmanagingoperationsfor

ITSM orientedservicedeliveries,encompassingIncident,Problem Managementand

RequestFulfillmentandSLAmanagementbasedonITILbestpractices.

 Decisive,action-oriented and results-focused with great leadership,insight and

execution skills.Offers outstanding talent in identifying quality individuals and

developing staffin localand globalmulti-location settings.Significantexperience

workinginfastpacedenvironmentswithanentrepreneurialknackforgettingthings

done.

 Consistentincreatingsolidrapportveryquicklywithpeers,clients,partners,vendors,

andstaffevidencedbyrepeatedsuccesses,reducingchange-relatedanxiety,developing

changechampions,andenablingcooperationintheorganization.

WORKEXPERIENCE

HCLTechnologiesLtd.|EmergentHoldingsInc.
July2020–Tilldate
SeniorSoftwareEngineer

 Coordinationofworthyemployeesfortheappropriatetasktosubstantiateemployee

potentialforallthetaskandworkassignedtotheteam andalwaystriedtoputsincere

effortstodeliverontime,alongwithprovidingresult-orientedoutput.

 Involvedinmultipleintegratedapplicationsfrom transitionphasetosteadyphase.

 Researchandanalysisonthecomplaints.

 ProvidinginformationtohighermanagementwhichincludesKPI,PIs,CSAT.Keepall

partiesuptodateonissuesuntilresolved.

 Tookoverhighlyproblematicclientprojectandresolvedpriorperformanceissues,

meetingchallengingdeadlineandrestoringclientconfidence.

 SettleService-relatedissueswhichmayhaverisendueto someirregularityinthe

designedprocess.

 WorkedasspocforsupportapplicationamongHCLandclient

 Workedwithproductmanagementteam (SNOW)torecommendfeatureenhancement.



Certifications

ITIL®V3(Foundation)from AXELOS

ITIL®V3(ServiceOperation)from

AXELOS

ITIL®V3(ServiceTransition)from

AXELOSAgileScrum Masterfrom EXIN

Prince2Foundationfrom AXELOS

Education

PostGraduateDiplomainInternational

Businessfrom SavitribaiPhulePune

University

MasterinCommercefrom Savitribai

PhulePuneUniversity

BachelorinCommercefrom Pune

University

 Holdaccountabilityforsupportcasesandmanagecustomerexpectationasperdefine

SLA

 WorkingKnowledgeofmanualtesting.

 AchievedtheTarget/Goalandappreciationsfrom HCLandClient.

HCLTechnologiesLtd.|DeutscheBank
Jan2020–June2020
SeniorSoftwareEngineer

 Processdeliveryliaison,workedincustomerfacingrole

 Workedalongwithseniormanagementinestablishingprojectgovernancestructure

 Workedonmultiplereportsasrequestbymanagement

 AdhocreportsasrequestedbyseniorleadsonrespectiveKPIs

 Ensurethattheprogramsandportfoliosarealignedtooperationalandstrategic

objectives

 Workedonresourceonboarding,offboardingandrelatedaccesswithclients

HCLTechnologiesLtd.|Nokia
Jan2019–Dec2019
SeniorSoftwareEngineer

 ManagedTier1&Tier2forSupportportalwhichwasintegratedwith+50applications

 Dailyengagementwithcustomeronissues,IncidentManagement

 ResponsibleforIncidentanalysis

 ProjectTransitionPOCtocustomer

 Managedendtoendproblem andchangemanagement

 Responsibleforrespectivecustomermeetingsforalltheprocesses

 Pre-CABHost,ensuringrightchangesareintrackwithoutconflictingorimpactingthe

business



Workedinmultipleweeklyandmonthlyreports

 Experienceingeneratinganddevelopingnecessarymetricsthatwasagreedwiththe

customer

 SPOCtocustomerforSLAreportsandnecessarygovernancedecks

 Experienceasreviewerfornecessaryprocessdocumentations

 WorkedonSalesForcetoolstogenerateandworkonnecessaryreporting

AtosGlobalITSolutionsandServicesPrivateLimited|Nokia
May2013–Jan2019

AssociateConsultant

 Manageddailyactivities,issueresolution,andcommunicationacrossteamstomeet

clientSLA.

 SupportedExtendedServiceManagementCenterteam for21BusinessServices

containing+350Applications.

 Providedappropriateinputstotheincident&problem managementprocess&RCA

preparation.

 Helpedtodrivegroupchatsandbridgecallseffectivelytoresolveincidents.

 Handledconflictsituationsandhelpinquickdecisionwhiledrivingincidents.

 CoordinatedwithdifferentteamsgeographicallyinincidentBridgecallsforquickand

promptresolutions.

 ProvidinginformationtohighermanagementwhichincludesKPIForecasting,PIs,

CSAT.

 Keepallpartiesuptodateonissuesuntilresolvedondailybasis.

 Setteam direction,developedandmonitoredindividualobjectives

 Createdtimelyprojectstatusreportswithpresentationtomanagementonaperiodic

basis.

 ExperienceofITSM toolslikeServiceNowandBMCRemedyticketingtool.

 Tookoverhighlyproblematicclientprojectandresolvedpriorperformanceissues,

meetingchallengingdeadlineandrestoringclientconfidence.

 Workedaschangecoordinator.

 Reportingofalltheapplicationondailybasis2times.

 Tookdailyhurdlesforalltheapplications.

 Doneresourcemanagementpart-onboardingandoffboarding.

 UpdatingofprocessdocumentsofalldocumentsonSharePoint.

 Doneauditingofmachinesonmonthlybasisandsharedcompliancereportwith



management.

 Updatetheheadcountonmonthlybasis.

 AchievedtheTarget/Goalandappreciationsfrom ATOSandClient.


