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Professional Summary
· Manager with 15+ years of Development, Support& maintenance experience hplding positions with increasing responsibility who is effective at building highly motivated teams, as well as managing cross-functional and across geographical teams
· Experience in project management, process improvement and data analysis related to service delivery and customer metrics
· Result driven, customer focused, self motivated with planning and facilitation, problem solving and decision making, excellent interpersonal and written communication skills
· Certified in ITIL foundation and trained in PMP and other management related training  on customer support and utilize them along with my experience  to provide best service possibe to the end customer
Soft SKILLS 
	· Interpersonal communications
	· Customer focused

	· Project management
	· Time management

	· Customer relations
	· Self starter

	· Multi-tasker
	· Problem solver

	· Flexible – Actions/Thinking
	· Result oriented


Technical Skills
	Unix, Linux, Oracle, MySql, Postgres
	Java, Apex, Visualforce, PL/SQL

	Apache, Weblogic, Tomcat
	Salesforce, ServiceNow, Netsuite, Zendesk, OSticket


TRAININGS
· Salesforce classic system administrator
· Project: Star Pharma Application
· Tool Used: Sales force CRM
· Description: Application that tracks the no. Of cisits of pharma reps and no of samples given to doctors and what samples were given
· ServiceNow System Administrator
· Project: Game review Application 
· Tool Used : Service Now Stu
· Description: A custom application that reviews video games and generates reports based on user ratings and feedback
· Salesforce Apex Development
· Project: Property Management
· Lists, Triggers
· Web Services – Rest
· Visualforce Pages
· Agile & Scrum -In Depth guide and Best Practises 
· Oracle PL/SQL
· Project Management
ACCOMPLISHMENTS:
· A key member of the ISO 27001 certification process,
· Recognized for service delivery excellence with cash awards, individually and the team.
· Maintained Zero resource attrition as a support manager
· Maintained 100% customer retention and ensured revenue generation opportunities
· Responsible to manage customer accounts upto 50 million dollars
WORK EXPERIENCE
Salesforce freelance  Consultant



Freelance


 May 20 - Present
Key Result Areas:
· Woeking on salesforce out of the box features to setup applicaions, Objects – Standard/Custom
· setup Data/User Access, Reports and Dashboards
· create appropriate workflows, validation rules, Approvals, Email templates
· create visualforce pages, Apex classes , Triggerswhere necessary
freelance  Consultant



Freelance


 December ‘17 – March ‘2020
Key Result Areas: Assist startup companies setup Development and Support
· Assist in defining the scope, vision and obkectives
· identify and Define revenue channels – AMC, Subscription models
· define the SDLC, ITIL framework, process improvement ,Project deliverables
· Define the KPI/KRA for department and resource
· define the senior management and customer level metrics and dashboards
· define the resource requirements – skill sets(technical and functional), experience, roles
· define the various processes – escalation, cross functional, problem, incident
· define the tracking tools – support, development
· Define the technologies to be used, technology upgrades, updates
· Maintenance schedules – Support downtimes for production updates, upgrades, system backups
· Release schedules- bug releases, maintenance packs, updates, upgrades
Napier Healthcare Solutions


Senior Manager



 Nov ’14 – June ‘17
Technologies: Unix, Oracle, Java
Key Result Areas:
· Developed, built and create an On premise and cloud/ SAAS product support department with revenues over 15m from the ground up
· strategized and defined the organizations 24 hrs 365 days global support 
· Defined and built KPIs/performance indicators, dashboards to analyze customer experience data
· Defined and improved CSAT scores by 25% by setting up and improving processes, procedures, using tracking tools to measure service delivery
· Identify and define revenue channels – AMC, Subscription models, Add on servic
Operations & Delivery:
· Managed 15 product support and maintenance engineers that investigayed, resolved  customer product issues as well as providing bug fixes as required
· Provided weekly and bi-weeklydashboards and updates to senior management
· Managed global support resources across US, India and Singapore
· Managed support budget of $5m for the Product support team
· The product support team was the liason between the product management , Engineering and IT department to address any product or system related issues
· Designed and created the support documentation – SOP, Support processes
· Implemented the support ticketing system – users (both internal and customers)
· incident, change, problm management
Hitachi Consulting 




Senior Manager 


Jan ‘11 - Jun ’14
Client: Callidus Cloud
Technologies: Unix, Oracle, Web logic, Java
· Ensure all issues are tracked and work closely to prioritize resolution
· Manage the On premise support for APAC  and EMEA  customers using the SPM, CPQ and webcom products
· Manage a workload which is subject to changing priorities and demands
· Provide technical teir-3 Production Support Management for large complex applications
· Work across multiple application support teams to ensure high level of support service
· Ensure incident and problem management, change management  on behalf of customers are carried out to the best levels possible
· Customer onboarding and relationship management of new customers in APAC and EMEA
· Generate weekly metrics and dashboards to the senior managers in Head office
Trianz India Limited, Hyderabad


Project Manager 


Mar  ’10 – Dec '10
    Client : Liberty Mutual
Technologies: Unix, Oracle, Java, JavaScript, Perl
Services, Bangalore

Associate Manager 


Dec ‘05 – Dec ‘08
Client : IRI Inc
Technologies: Unix, Oracle, Java
Hewlett Packard E-Global Business, Bangalore

Team Lead 


May ’02 – Dec ’05
Technologies: Unix, Oracle, EDi
Xcellink Group Pte Ltd, Singapore


Application Support Engineer

Sep ’00 – May ’02
Client: Hewlett Packard
Technologies: Unix, Oracle, EDi
ACADEMIC CREDENTIALS
· Bachelor of Commerce, Osmania University, Hyderabad



1991
CERTIFICATIONS
· Diploma in Systems Management, NIIT, Hyderabad




1992
· Certificate in Java 2.0







1999
· Certified Support Professional, Technology Services Industry Association

2011
· ITIL V3 Foundation, APMG International, Certificate no. 02318650-01-FRQX

2013
· Lean Six Sigma Green Belt, GAQM Certificate No. 81131



2014
· Masterclass - certified director Institute of directors, IOD



2016
PAPERS
·  Risk management - Institute of Directors





2016
MEMBERSHIPS
· Member, Institute of Directors, 2016 to Current
