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Dynamic and goal-oriented IT Service Operation Manager with 15 years of comprehensive experience in IT Infrastructure operations governance, business transition and transformation, digital enablement, service assurance, service delivery, and IT service and portfolio management. Proven expertise in managing centers of delivery excellence, ensuring risk and compliance adherence, and leading incident and change management. Demonstrated success in project coordination, streamlining operations, and enhancing team efficiency and productivity.

Adept at managing multiple IT accounts across diverse sectors including Telecommunication, Retail IT, Banking IT, Manufacturing IT, and Media and Entertainment IT. Skilled in navigating all phases of ITIL and Agile Frameworks to drive operational excellence and business growth. Known for strategic stakeholder management, exceptional problem-solving abilities, and commitment to delivering high-quality IT services.
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	Service management, service assurance and service delivery
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	Customer relationship management and conflict management
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	Delivery operation excellence and risk and compliance management
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	Service Management: (MIM, Incident management, problem management, change management)
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	SLA\SLO management, service availability and risk Mitigation.
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	Stakeholder management, vendor management and managing billing
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	Performance management and revenue growth.
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	Strategic continuous improvement, automation and cost optimization
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	Disaster control and business continuity management
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	Customer satisfaction and service improvement
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	Client retention \ churn threat management.
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	Driving MOR\QBR and governance meeting
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	Project scope, business plan and contract renewal management.
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	Governing network monitoring operations - Alarm or alert monitoring ( equipment fault, LOF\LOS, transmission degradation, OFC degradation, electrical degradations)
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	ITSM Tools: ServiceNow, BMC Remedy, HPSM, JIRA Service Management
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	Project Management Tools: JIRA, Trello, Asana
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	Compliance and Risk Management Tools: RSA Archer, MetricStream
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	Training and Up-skilling Platforms: LinkedIn Learning, Coursera
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	Asset Tracking Systems: ServiceNow, IBM Maximo
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	Collaboration Tools: Microsoft Teams, Slack, Blue Jeans, Webex
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	HR Management Systems: Workday, SAP SuccessFactors
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	Quality Management Tools: Six Sigma tools, QMS software like MasterControl
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	Global IT Service Operation Manager 
HCL Tech
Summary of Work and Achievements in IT Delivery
General Contributions:
· Worked on various challenging projects, leveraging opportunities to bring significant improvements in IT Delivery.
· Implemented best practices of ITIL and Agile Framework to achieve operational excellence.

Project 1: Automobile Manufacturing IT Delivery Operation Management ($15 million)
Stakeholder Management:
· Advocated for multiple global stakeholders, focusing on SIP and revenue growth.
Business Governance and Client Coordination:
· Managed billing, orders, requests, incidents, and CSAT trends for clients.
· Coordinated business support services and operation support services.
Delivery Operation Excellence:
[bookmark: _GoBack]· Ensured compliance with risk and compliance metrics such as onboarding/off boarding, training, secure ODC compliance, asset tracking, BGV, and vendor agreements.
· Served as the single point of contact (SPOC) for communication flow, operation strategy, and meeting deadlines.
Meetings and Change Management:
· Led standard review meetings (MOR, MBR, QBR) based on contract compliance.
· Managed onboarding of new projects (RFP/RFQ) and monitored them till closure.
· Governed planned and emergency change activities, ensuring minimal impact and high efficiency, and served on the CAB board.
Incident and Problem Management:
· Oversaw major incidents and problem tickets, taking immediate decisions to avoid business impact.
Service Desk and Infrastructure Operation:
· Governed IT service desk delivery operations, ensuring SLA achievement.
· Managed incident service desk operations, achieving contractual CSAT, ASA, AHT, NPS, DSAT reduction, abandoned rate, and shrinkage targets.
People and Quality Management:
· Handled demand and fulfillment management, hiring, and decommissioning based on delivery needs.
· Structured teams according to business needs, providing continuous Training and performance improvement.
· Conducted fault analysis, process improvement, and automation.
· Ensured quality control, tracking, analysis, and reporting through dashboards, implementing CAPA.
Project 2: Leading Transition of a Global Telecom Giant
Transition Management:
· Managed contract signature and SOW.
· Handled resource hiring and process documentation.
· Prepared SOPs and run books.
· Oversaw transition kick-off and rebadging.
· Managed Train-the-Trainer (TTT) programs, on-the-job training (OJT), and go-live processes.
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	Service Delivery Operation Manager 
Softenger India PVT LTD (Reliance JIO), Mumbai
· Major Incident Management – Accountable for initiating bridge call and communication flow till closure.
· Planned and Emergency planned activity Management-Accountable to follow RACI model and make sure no or minimum impact
· MIS Data presentation based on SOP compliances
· Decision Maker - Accountable to take immediate and effective decision for business to avoid loss or impact
· Responsible for Team performance
· Fault analysis, process improvement and automation
· Managing Incident service desk Operation
· Planning for Ticket reduction as CIP
· Problem\Fault Management
· Team handling and Escalation handling
· SLA management
· Compliance management
· Demand\fulfillment management
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	Service Operation Manager 
Wipro Ltd
Project 1: Retail PAN India IT Delivery Operation Management
· Resource management (Store engineer managing 190 resources)
· Handling 3rd level Escalation from stake holder.
· Service Desk Management – Reducing ticket count or CSAT
· Incident management - Achieving SLA \ TAT as per SOW
· PCI-DSS health maintenance
· Asset Management-Accountable for PAV and IMAC
· Vendor Management (Support asset within warranty and extended warranty)
· Round the clock remote support management
· Driving planned and emergency activities
· Store visit to do random health checkup.
· Accountable for providing remote application support
· Require fulfillment while EOSS
· Daily, Weekly, Monthly report sharing with client
· MIS and SLA trend analysis.

Project 2: Telecom Service Delivery Management

· Managing telecom service operation.
· Handling a team of 30 resources who deals with ILL and MPLS (PAN India) network.
· Making dashboard daily, weekly and monthly based on SOW.
· Handling senior level escalations from customers\ regional vendors\TSM.
· Doing client review in every month based on trend.
· Based on fault report analysis (FRA) raising\monitoring Service improvement plan (SIP)
· Maintaining SLA uptime violation report for customer\client.
· Coordinating with area sales managers and technical support managers weekly on
· Conference call to improve business and service.
· Follow up with Sr. NOC Management regarding highly escalated cases.
· Working on customer retention (Churn threat).
· Managing on floor operation issues (IT and management).
· Executing weekly performance report of my operation team and taking action accordingly.
· Maintaining record of revenue and service level (circuit and account wise).
· Maintaining customer satisfaction and business improvement.
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	Telecom Executive ( Team Lead) 
TATA Communication Ltd (TCTSL)
· Handling a team of 10 people and was responsible for their performance since 1.5 Yrs.
· Providing technical support for enterprise Broadband, Internet, Metro, VPN global customers with the help of BBPM, Cacti, Info vista tools.
· Providing first time resolution (FTR) on call or mail.
· Updating customer timely (SLA) and following escalation (Internal and customer) process.
· Using application CRM (OTS) and Remedy to book, access and close the trouble ticket after sending Reason for outage (RFO) or RCA
· Proactively monitoring optical fiber media with limited access (NMS).
· Explaining and following up emergency\planned\Change maintenance (Major Event) actively to the customers.
· Providing technical training to new joiners and responsible for the team performance.
· Providing access in Data centre and arranging access at customer site for our technician.
· Handling enterprise customers who abuse the service and cross Fare Usage Policies (FUP).
· Creating and explaining different reports from Remedy and Avaya.
· Helping Lead\AM to create KRA and completing Provision.
· Coordinating with customers for TF score.
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	Sr. Tech Support Engineer 
Aress Software (A Microsoft Gold certified company)
· Used to resolve Web hosting, domain related problems for US, UK and Australian clients. (Support for template like Joomla).
· Create PTR and MX record for customer.
· Provided support to configure and maintain MS outlook (POP, Exchange).
· Create, manage and delete add on\ sub domain.
· Provide Product\application-based support (Install\ manage POS software)
· Provided support for Hardware access (Install printer, Hand held, pole display etc) Used to provide support on HTML, CSS, Sql and PHP to fix problem of Template.
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	Customer Service Associate ( SME) 
First Source Solutions Ltd
· Used to brief team members regularly with latest update and monitor their calls.
· Used to guide team as per the quality parameters.
· Used to create weekly and monthly performance chart for individual team members and explain them about their performance.
· Used to take escalation calls as a team lead.
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	B-Tech (Information Technology) 
West Bengal University Of Technology
· Marks: 66.00%
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	Diploma in Information Technology 
West Bengal State Council For Technical Education
· Marks: 74.00%
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	Secondary 
W.B.B.S.E
· Marks: 65.25%



	 



	
	[image: ]Certifications
	 
	[image: ]
	ITIL Foundation
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	Six Sigma: Green Belt
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	Project Management Foundation
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	Agile concepts and methodologies
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	AWS cloud Practitioner Essentials Knowledge
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	Theoretical knowledge of AWS DevOPS
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	Theoretical knowledge of azure foundation certification - AZ-900
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	· Received HCL DWP Operation Excellence award 2022
· Received HCL DNA Excellence award for efficiently managing the Operation during Pandemic 2020
· Awarded with HCL GOLD Club Award as an Operation Expert 2021
· Member and SPOC of ERT
· Member of HCL Sports committee.
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