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SUMMARY:
Expertise in ITSM Framework ITIL V3 Practices, IT Service management Modules - Incident Management, Problem Management, Change Management, Service Request Management, Knowledge Management, Notifications, Service Catalogs, Workflows, SLA Configuration, Reports, Deployment Tasks.
· Rich years of experience as an IT Professional out of which 3+ years of experience as a ServiceNow Developer and Administrator.

· Very good understanding of ITIL processes 

· Worked in Domain Separated environment with over 100 domains on an instance.

· Major role in Go-Live and Solving Prod incidents.

· Conflicts Resolution in Migration from Helsinki to Jakarta, Jakarta to London.

· Experience working with Business Rules, Client Scripts, UI Policies, UI Actions, UI Pages, UI Scripts, Data Policies, Access Control Lists, Reports, Homepages, Schedule jobs, Notification, Glide Ajax, Fix scripts, Widgets etc.

· Experience working with Service Catalog, Record producers, SLA’s.

· Experience working with Workflows.

· Integration implemented with Life-ray and Jira, RTD

· Good Understanding of Service Portal

· Experience in writing scripts using Java Scripting

· Expert in bug life cycle and bug fixes

· Well acquainted with all phases of SDLC

· Good experience in HTML, CSS, XML, JSON
· Vastly experienced working with International clients (USA/UK)
TECHNICAL SKILLS:
	ITSM Tool:

	ServiceNow

	Applications 
( IN ServiceNow)
	Incident Management, Problem Management, Service Request Catalog, Change Management, Knowledge Management, Event Management, Web Services (REST, SOAP), Import Sets, GRC

	Programming Languages:
	Java Script, HTML, Angular JS

	Operating Systems:

	Windows, UNIX

	Database


	SQL


EDUCATION

Completed B.Com in 2007 from Mumbai University. 

CERTIFICATIONS:

· ITIL V3 Foundation (2016)

· ITIL – Service Operation (2018)

· ServiceNow – Certified System Administrator (2018) 

· ServiceNow – Certified Implementation Specialist (2019) 
DESIGNATION AND TENURE WITH EMPLOYERS

	 Employer
	Period
	Title

	L&T Infotech


https://www.lntinfotech.com 
" 

https://www.lntinfotech.com 


	July 2019 Till Date
	Sr. ServiceNow Developer

	Capgemini Information technology consulting company

https://www.capgemini.com/ 
	Dec 2016 To April 2019
	ServiceNow Consultant 

	Arctern Consulting Pvt Ltd
http://arctern.in/
	Sep 2011 to Nov 2016
5+ Years
	Software Support Engineer

	Lauren Information Technology 
http://lauren.co.in/
	Jan 2011 to Sep 2011

8+ months
	IT Helpdesk Analyst


PROFESSIONAL HIGHLIGHTS
            Project Summary in Capgemini:
Project Title- Shared Services (Capgemini Internal)

Role
         - ServiceNow [Development & Admin]

Duration      - December 2016 to April 2019
  Responsibilities:
· Implementing incident management, problem management and service catalog.

· Working with customer for the functional specification design for both incident and problem management process.

· Reviewing the functional specifications and advice customer for modifications.

· Working with business users to identify and refine business requirements 

· Working on creating new fields and tables as per the client requirement.

· Creating views and modules to meet client requirements.

· Worked on business rules on different scenarios to automate the process of incident and problem.

· Worked on UI policies, UI actions, client scripts to make user interface effectively.

· Worked on task table extensions and associations.

· Worked on workflows, widely used to automate the approvals and used in SLA modules.

· Implemented service catalog effectively to make Service Now to end user friendly.

· Implemented service level management for incident and problem management to monitor the progress of the tickets. 

· Registered events in the system, based on the events fired notifications and script actions configured.

· Creating inbound email actions for updating the approval records and updating incidents.

· Scheduling jobs for performing various automated actions periodically to make the system stable.

· Implementing Access control lists (ACL) for various modules incident, problem, change and other applications for providing contextual security.

· Working on Content management to make forms customization in UI Pages.

· Worked on Integration of service now instance with tools, Life-ray and Jira, RTD.

Project Summary in Arctern:

Project Title
: IQNavigator
  
Title

: ServiceNow Dev & Admin
Duration
: October 2015 to November 2016

     Responsibilities:

· Customized Incident, Problem applications using Business rules, Client scripts.

· Created SLAs and participated in running SLAs.

· Experience in creation of Business Rules for customizing the tool.

· Experience in creation of Client Scripts, UI Scripts and Script Includes for full filling the requirements.

· Using Workflow Editor for creating workflow, Easy understanding business process.

· Responsible in building Catalogs and Record producers.

· Responsible in building SLAs and generating Reports.

· Defined users, groups and roles and providing access controls.

· Developed integrations by Transform maps and Import sets.

· Providing Table level and Field level security by Access Controls based on rules.

· Worked with process owners and business stakeholders to translate business requirements into functional requirements within ServiceNow.

· Working with schedule jobs, events and triggers to manage business needs and handle background work.

· Worked in production support for all the Service-Now and report related issues.

· Experience in Email notifications, External Web services Integration (SOAP Inbound) in ServiceNow.

· Use JavaScript to create Business Rules, Client Scripts, UI Policies and UI Actions.

Lauren Information Technology 

Responsibilities
· Provide first level contact and convey resolutions to customer issues

· Prioritize and schedule tickets and issues. Record, track, and document the helpdesk request problem-solving process  

· Ensure final resolution of the issue

· Troubleshoot, diagnose and route problems with outages for applications in production, desktop, servers, workstation equipment

· Properly escalate unresolved queries to the next level of support

· Track, route and redirect problems to correct resources

· Update customer data and produce activity reports

· Walk customers through problem solving process

· Follow up with customers, provide feedback and see problems through to resolution  

· Utilize excellent customer service skills and exceed customers’ expectations

· Ensure proper recording, documentation and closure

· Recommended procedure modifications or improvements

· Preserve and grow your knowledge of help desk procedures

· Daily interaction with the clients 

PASSPORT & PAN CARD

· Passport: P5423868
· Pan Card: ARQPK6512J
DECLARATION

I hereby declare that all information mentioned above is true to the best of my knowledge.
Date: 21st Nov 2019 






(SAMRESH KARMAKAR)
