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Professional Summary:    
· IT professional of around 10.7+ years of total experience in application consultancy and IT Service Management (ITSM)
· Over 6+ years of experience as a ServiceNow Consultant
· Over 4.5 years of experience as a BMC Remedy developer and administrator

· Knowledge of ITSM, CMDB, SRM, SLM, SecOps, ITOM.

· Worked on ARS 7.5, ARS 7.6.O4, ARS 8.x and ARS 9.x Versions of BMC Remedy and ServiceNow.
Certifications
· ITIL V3 FOUNDATION CERTIFIED

· SERVICENOW CERTIFIED SYSTEM ADMINISTRATOR - Orlando
· SERVICENOW CIS - ITSM Orlando
· SERVICENOW CIS - Security Incident Response- Orlando
· BMC ACCREDITED ADMINISTRATOR: BMC REMEDY AR SYSTEM 8.0

· BMC ITSM 9.x Certified

· BMC CERTIFIED ADMINISTRATOR: ADDM 8.2
Educational Qualifications:    

· M.Tech in Software Engineering from BITS Pilani Integrated with Wipro - 2015
· B.Sc. in IT with First Class from Mumbai University - 2010
· SSC – 2005 and HSC – 2007 with Distinction from Mumbai University
Work Experience:    

· Working as a Senior Consultant at Atos, Mumbai From Nov 2020
· Worked as a Consultant at Infosys, Pune From March 2015 to Oct 2020
· Worked as a Senior Software Engineer at Wipro, Pune from Aug 2010 to Feb 2015
Software Skills:    

Operating Systems

: Windows family, Linux/Unix
Tools & Utilities

: Ms-Office, BMC Remedy, ServiceNow, MS SQL, VB.Net, Java
Tools Developed

· ITSM 8.1 Permissions and Roles helper ( Click here
· Duplicate CI Finder  ( Click here
· Service Monitor – In House Application

Achievements
· User of the Month” from BMC Communities ( Click here
· “Feather In My Cap” Award from Wipro
· Award for best innovation and idea from Infosys

ServiceNow responsibilities and experience in brief
· Experience working with Business Rules, Client Scripts, UI Policies, UI Actions, Script Includes, Access Control List (ACLs), Data policies.

· Moving data in and out of an instance using import sets and transform maps and also auto import of data into service now.

· Experience working with email notifications, inbound actions, reports, gauges and home pages.

· Implemented Discovery, IO, Orchestration & Event Management modules
· Administration of common platform applications: Knowledge Base, Service Catalog, Workflows, SLA's, Reporting etc.

· Developing new applications from beginning to end.

· Experience with server-side and client-side APIs (Glide Form, Glide System, Glide User, Glide Record, Glide List)
· Extensive knowledge on ServiceNow REST APIs and Scripted REST APIs
· Extensive knowledge on Security Incident and Vulnerability Response.
· Maintains existing applications. Created code that meets system standards.

· Working with Service Catalog which includes creating new catalog items, variables, designing workflows and execution plans.

· Integration of service now with LDAP for scheduled import of LDAP users.

· Integration of Service Now with BMC Remedy for ticket creation.
· Integration of ServiceNow Security Incident application with another ServiceNow Incident application (bonding)

· Performing system and application configuration and management. Providing analysis of problems while working towards solutions to technical issues.

· Complete development, configuration and workflow administration to support business processes in the platform.

· User access management and configurations.

· MID Server Installation and Configurations.

· Post roll out production support, experience of handling bug fixes and Enhancement requests.

· Expertise working on various ITSM modules of ServiceNow likes Incident Management, Problem Management, and Change Management.

· Creation of Incident/Problem/Change using Record Producers.

· Creation and scheduling of custom reports, designing the dash board.

· Understanding on REST/SOAP web services.

· Create and use update sets to move customizations between ServiceNow instances

· Worked on Asset Management and loaded the data into it.

· Worked on creating notifications based on database operations and triggered events

· Configuring CMDB identification rules

· Worked on ServiceNow upgrades
· Experience of working on Hi portal for logging tickets support team and working closely with them to fix issues.

· Worked on cloning non-production instances
· Experience on OOTB Sec Ops application which is used by an organizations for managing security incidents.
· Gathering requirements and converting BRDs into technical requirements. Created design patterns, implementation plans for ServiceNow enhancements.

Recent Project Level Experience
Nov-2020 to Till date – Working as ServiceNow SME/Architect in a support project to fix the issues and defects raised by the users. Working on project proposals, areas of improvements in the support activities and guiding the team members to resolve complex issues.
Dec-2019 to Oct 2020 – Worked as ServiceNow Solution Architecture for one of the leading telecom client. Implemented ITSM module Service Catalogs, Incident, Change, Knowledge Base, Service Portal in Phase 1. Following scrum methodology for project delivery

JAN-2019 to Nov-2019 – Worked as ServiceNow Solution Architecture for one of the finance company. I was working from Canada and used to conduct all the technical workshops with client to explain them about ServiceNow and it’s different modules. Designed & implemented complete ServiceNow platform for this client from scratch. Client was having Service Catalogs, SecOps, ITOM, ITSM modules.

JULY-2017 to Dec-2018 – Worked as a ServiceNow lead developer for one of the leading food manufacturer. Had implemented Security Operations modules – Security Incident & Vulnerability Management. Also implemented ITSM modules and couple of integrations (LDAP, Security Incident with Radar through Rest APIs). 
Personal Details

Full Name  

: Srinivas Gangaram Merugu
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