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ServiceNow Solution Architect, Manager Profile

Commitment | Leadership | Integrity |Results

IT Professional with 15+ years of versatile experience functioning as ServiceNow Architect, Manager
· Currently functioning as ServiceNow Architect and implementation lead to KPMG LLP managing end to end ServiceNow Implementations & leading member of KPMG ServiceNow Centre of Excellence for ITOM and ITBM. 
· Lead and participate in team building, practice building, collateral building for both sales, pre-sales and delivery cycles for ITOM & ITBM modules
· Experienced in leading implementation of IT Service Management, Best practices, IT Strategy, IT Operating models, Governance, processes, solution roadmap design tool sets implementation. 
· Well versed with Process Consulting & supporting Business Development activities, Solution Design, Solution Architecture & Requirement gathering, Conducting workshops, leading SCRUM, Stakeholder analysis, managing OCM (Organization Change Management), RFP response, Defining SOW, leading and developing practice areas.  
· Proficient in analyzing information system needs, evaluating end-user requirements, custom designing solutions, troubleshooting for complex information systems management.

· Polished leadership skills with ability to motivate teams to increase productivity.
· Hands on Experience in Software industry: Implementation and Configuration of Enterprise IT Management Solutions, IT Service Management, IT Service Operations Management, Customer Service Management and so on using ServiceNow.
· Experienced in Solution Architecture, Technical Architecture, Implementations of IT Service Management (ITSM), IT Operation Management (ITOM), IT Business Management (ITBM), IT Asset Management (including SAM Professional), Customer Service Management (CSM), Agent Workspace, HR Service Delivery (HRSD), Service Portal, Integrations, e-bonding, custom app development. 
· Involved in Full cycle implementation including User Acceptance Testing (UAT) and Go-Live strategy.
Education & Experience
· B.-TECH (Computer Science and Engineering), RCCIIT, WBUT, 2006
· Certifications:
· ServiceNow Administrator, CIS – ITSM, CIS-Discovery, CIS-Event Management, CIS-ServiceMapping, CIS-APM.
· CA Certifications – CA Service Desk Manager and CA Asset Portfolio Management
· ITIL V4
· Technical Skills:

· ServiceNow Release: Fuji, Geneva, Helsinki, Istanbul, Jakarta, Kingston, London, Madrid, New York, Orlando & Paris
· ITSM Process: Request, Incident, Problem, Change, Configuration Management, CMDB, Release Management, Auto ticketing from Event Management, IT Asset Management implementations.  
· ITOM Full Stack: 

· ServiceMapping: Pattern Designer modifications, CMDB Class extension, MID Server Configuration. AppDynamics Integration to populate map.
· Event Management: Event Rules, Alert Correlation Rules, Pull-Push Connector Configuration, Connector to Solarwinds, Qradar, Splunk, AppDynamic, Dynatrace, Azure Log Analytics etc. Alert action configuration and remediation using Orchestrator.
· Operational Intelligence: MID Server Distributed Cluster configuration, OOB & Custo Connector configurations with SolarWinds, MS SCOM, Azure Metrics etc. Metric base configurations, Event Rule, Anomaly alert promotion rule, Anamaly Heat Map configurations
· LoomSystems: Configure log based connector for log prasing, REST based Connector, Configurations for Sophie – AI engine, Event promotion rules

· IntegrationHub, Flow Designer : Auto-Ticketing, auto remediations of common infrastructure issues such as : Server reboot, cluster reboot etc
· Orchestration: VMWare-vRA, AWS & Azure Cloud provisioning, Active Directory (User & Computer provisioning-de provisioning) , LANDESK (Software Self Service), CA ITCM (Software Self Service), MS SCCM (Software Self Service using Client Software Distribution), Tufin (Firewall Change Management), JIRA (Problem – Bug, Request - Task), Octopus (Continuous Deployment), Jenkins (Continuous Deployment), Password Reset, 
· Software Asset Management Professional: Office 365, Citrix, Oracle and Microsoft Content pack. 
· ITBM: Application Portfolio Management, Application rationalization, PPM & Agile V2.
· HRSD: HR onboarding process and Workday integration. 

· CSM: Case Management, Consumer Management, Account Management, Interaction, Agent Workspace & Integrations with ITSM modules.

· Integrations & EBonding: ATT ServiceNow, Cognizant & partners ServiceNow, PDXC ServiceNow bidirectional for Incidents & Service Requests & HP CDAC (HP Case Management)

· MS SCCM (SCCM 2012, 2016 plugins) to populate both CMDB and AMDB. 

· Tanium as Discovery source to populate both CMDB and AMDB.

· NextThink source to populate both CMDB and AMDB and auto Incident.
· Workday. 
· Customizations & Scripting: Client Policy, UI Policy, UI Actions, Business Rules, Workflow Scripts, Java Scripts, AJAX, Glide, Angular.JS, etc.

· Web Services: SOAP, REST also Scripted, Direct and Import Set Web services
· Service Catalog, Service Portal design, configuration and development 
· Integrations with other tools leveraging MID Server (and its configuration), Orchestrator-Workflow Design and development.

· Data Policy, Transformation Maps for data loading

· Methodologies: Waterfall & Agile

· RDBMS/ Directory: MS SQL Server 2000/2005/2008/2012, Oracle 9i/10g/11g/12C, MS Active Directory, Sun One LDAP, Novel e-Directory.
· Database Query Lang.: SQL, PL/SQL, T-SQL
· Programming Languages: C, C++, VB.NET, Visual Basic 6, Web Services, XML, SOAP, REST Java, JSP and Servlet
· IDE: MS Visual Studio, Eclipse, Netbeans
· Methodologies: UML, Software Engineering
· Web Server: Tomcat Web Server 5.0-8.x
· Application Server: IIS, Jboss 4.0.1, Sun Java Application Server
· Mail Server: Windows POP3, Microsoft Exchange, Office 365
· Reporting Tools: Crystal report 11, Oracle 6i, SAP Business Intelligence, MS PowerBI
· Operating System: Windows 2003/2008/2012 Server, Unix and Linux
PROFESSIONAL EXPERIENCE
ServiceNow Architect – at KPMG LLP  (May 2019 to present)
Job Profile:
Responsible for maintaining relationship with the client, managing escalations, overall governing of the project, defining project methodologies, project planning and scheduling, onsite and offsite resource on boarding, conducting requirement gathering working sessions, providing process and solution consulting and solution architecture. During the project execution I provide solution to all the technical challenges team may come across. 

Projects at spotlight: 

ServiceNow CSM Implementation in Government sector: Health Authority already had an existing implementation of ITSM modules, wanted to add CSM and Case Management to the portfolio to assist external customer. CSM was implemented with Agent Workspace & Interactions. 
ServiceNow Cloud Operations & IntegrationHub Implementation in retail sector (service provider): Customer is an infrastructure service provider for retail companies. They wanted to automate the provisioning and deprovisioning processes in AWS, Azure and VMware.
ServiceNow AiOps Implementation (CMDB, Discovery, Service Mapping, Event Management, Integration hub, Operational Intelligence, LoomSystems pilot & Cloud Discovery, Auto remediation, Orchestration & Operational Intelligence) in Energy Sector. Completed POC single handed and then presented roadmap and currently leading a team of 7 (technical) + 2 (OCM)

ServiceNow Operational Intelligence and Auto Remediations Implementation for a state agency and as the agency preparing for COVID – Response.
ServiceNow New York APM, Demand, Idea Management Implementation Finance Sector client 

ServiceNow New York Event Management Madrid Implementation Energy Sector 
ServiceNow Event Management Implementation in London for largest healthcare customer. 26 Event Source Integrations

ServiceNow New York Implementation (ITSM, APM, ITOM, Integrations, ebonding & Application Mapping) for #1 on Fortune 500
ServiceNow Madrid Implementation: 

Team Size: 16 (8 offshore + 8 onsite) 

Lead ITSM Tracks: Incident, Problem, Change, Knowledge, Service Portal and Catalog implementation and transformation project from remedy. 
Client: Financial Asset Management Company with revenue over $60 billion, headquarter in Hague. 
ServiceNow Architect – Manager at Cognizant Technology Solutions (Feb 2018 to September 2018)
Job Profile:
Responsible for maintaining relationship with the client, managing escalations, overall governing of the project, defining project methodologies, project planning and scheduling, onsite and offsite resource on boarding, conducting requirement gathering working sessions, providing process and solution consulting and solution architecture. During the project execution I provide solution to all the technical challenges team may come across. 
Projects in spotlight: 
 
ServiceNow Kingston at MEDNAX : Team Size: 10 (8 offshore + 2 onsite) : ITSM, ITAM, ITOM full stack (Service Mapping, Event Management: Solarwinds, Spotlight), JIRA Orchestrations, vRA, AWS Orchestration, Tufin Orchestration (Automation of Firewall Changes), LANDESK (Software Self Service using Client Software Distribution) 
ServiceNow Kingston at Acelity : Team Size: 6 (5 offshore + 1 onsite) : ITSM, ITOM full stack
ServiceNow London at Mattel : Team Size: 18 (16 offshore + 2 onsite) : ITSM, ITOM – Event Management + (integration with 5 monitoring tools : Solarwinds, Appdynamics, Netcool, Oracle Enterprise Manager & SCOM), ITBM, SAM Pro, VMware Orchestration – Cloud Operation framework with vRA
ServiceNow Kingston at John Deer : Team Size: 15 (12 offshore + 3 onsite) : ITSM, ITOM (ServiceMapping & Event Management + integration with 6 monitoring tools

ServiceNow Kingston HRCM & Workday & Ebonding at United Technologies Corporation : Team Size: 4 (onsite) : HRCM and Workday Integration to populate user database (300,000+ user base) . Ebonding with PDXC (Incident & Service Request).

ServiceNow Kingston HRCM & Workday & ITSM at Kraft Heinz : Team Size: 16 (8 onsite, 8 offshore) : HRCM and Workday Integration to populate user database, HR Processes, HR Service Portal (People Service), ITSM Processes implementation & ebonding. 

ServiceNow Kingston HRCM - Workday at United Technologies Corporation : Team Size: 4 (onsite) : HRCM and Workday Integration to populate user database. 

Besides above accounts, I provide support to the Technical Managers from Xylum (on ServiceMaping), Mylan (on CMDB, Discovery horizontal, ServiceMapping) and business development engagements (Amgen).
ServiceNow Architect at Kyra Solutions, (Aug 2013 to Feb 2018)
Govt Sector Projects in Spotlight:

Kyra’s client base in main Florida State agencies utilizing various modules of ServcieNow. I had lead and managed 8 successful ServiceNow implementations. ServiceNow ITSM, ITOM, Appdynamics, Splunk and Solarwinds were used to monitor all the application, database, network infrastructure and so on. 
· SNOW integration with various monitoring tools like Solarwinds for better control over Incident and Problem Management using Event Management Alert Action Rule.
· Solarwinds to SPLUNK and then to SNOW integrations provided better control over roadside tolling equipment where in an environment every roadside transaction is a financial message.
· SNOW and App Dynamic integration has given turnpike an opportunity to not only better monitor customer facing applications; also, it had helped in Change and Configuration Management perhaps better availability; through ServiceWatch implementation. 

· Infrastructure Tools like VMWare EsXi, SCCM, etc. and ServiceNow Orchestrator works hand to hand and assists in automated server provisioning and impact over Change and Release Management.
· Provide leadership to the SNOW ITSM-ITOM teams for architecting, migrating, managing, developing & scoping of  ServiceNow, Orion, AppDynamics etc.
· Meet with the Senior Management and understand the Business & IT strategy and directions and either capture requirements and/or provide solutions to various business problems.
· Design and develop the solution using ServiceNow Jakarta.
· Designing, developing or assisting ITSM/ITOM team to build:

· ServiceNow Catalog Services, Worfklow Processes or Orchestrators
· ServiceNow Custom Applications

· Building and Maintaining federated and service aware CMDB

· Request, Incident, Problem & Change Management Processes Implementation

· Event Correlations using Spulnk. 

· Event and Alert Management in Orion. 

· Train the trainer on newly developed solution.

· Handle escalations and resolve issues within the SLA timeframe. 
Solution Architect at CA Technologies - Europe, Middle East & North Africa, (Jul 2010 to Jul 2013)
Job Profile:

· Provide leadership to a consultancy team for CA’s IT Service Management Solutions besides coordinating with internal/ external resources pertaining to opportunities.
· Provide support to the Sales Team with Competitive Intelligence from the technology standpoint while biding for tenders/RFPs.

· Focus on improvement/ enhancement of products through dissemination of client feedback to business units.

· Develop processes & tools for proposal development, enablement of plan execution, overview of solution architecture, development of statement of work.
· Spearhead product/technical responses in support of RFCs and other tenders.

· Liaise with the Senior Account Management team, customer/ partner pertaining to technology needs/partner's offerings for development of solution. 

· Develop & maintain productive business relationships across customers’/ partners' IT silos and offerings to understand, build, document and share knowledge of infrastructure, challenges and potential technical impact of planned projects.

· Manage complex product integration demonstrations & proofs of concept and customize demonstrations to cater to customer's specific needs and environment.

· Spearhead implementations on CA IT Service Management with focus on requirement gathering, solution architecture, team management and implementation of CA IT Service Management Solution.
· Team Size: 14 Associate and Senior consultants
Projects: 
Total # of ITSM Projects: 15+, below few are at spotlight:

· Migration, Implementation of IT Service Management at Department of Transport, Abu Dhabi

· Products Involved: LanDesk Service 7.3.2, CA Service Desk Manager r12.7, CA Configuration Automation r12.7 Sp1, CA IT Process Automation Manager 4.0, CA Server Automation, CA Spetrum, CA Business Intelligence 3.2
· Implementation of IT Service Management at Oman Data Park, Oman

· Products Involved: CA Service Desk Manager r12.7, CA Configuration Automation r12.7 Sp1, CA IT Process Automation Manager 4.0, CA Server Automation, CA Spetrum, CA Business Intelligence 3.2
· Implementation of IT Service Management at Borouge, Abu Dhabi Polymer, UAE
· Products Involved: CA Service Desk Manager r12.7, CA Configuration Automation r12.7 Sp1, CA Inventory Manager for non-CA Managed Assets, CA IT Process Automation Manager 3.1, CA Business Intelligence 3.2
· Implementation of IT Service Management at ADNOC, UAE
· Products Involved: CA Service Desk Manager r12.7, CA Business Intelligence 3.2
· Implementation IT Asset Management at Sheikh Khalifa Medical City, UAE
· Products Involved: CA Service Desk Manager r12.5, CA Service Catalog r12.5, CA IT Client Manager r12.5, CA IT Asset Manager r11.3.4
· Implementation of IT Service Management at Kuwait Finance House (KFH), Kuwait
· Products Involved: CA Service Desk Manager r12.1, CA Business Intelligence
· Implementation of IT Service Management at Middle East Broadcasting Center (MBC), UAE
· Products Involved: CA Service Desk Manager r12.7, CA Business Intelligence
· Implementation of Service Portfolio Management at Dubai Airport, UAE
· Products Involved: CA Service Desk Manager r12.5, CA Service Catalog r12.5, CA IT Client Manager r12.5, CA IT Asset Manager r11.3.4

· Implementation of IT Service Management at Saudi Airlines, KSA

· Products Involved: CA Service Desk Manager r12.5, CA Configuration Automation r12.5,  CA IT Process Automation Manager 3.1, CA Service Assurance Products
· Apart from above I was involved in various Presales related activities throughout my career with CA MENA.
Senior Consultant, XECA, CA Services, Kingdom of Saudi Arabia (Jan 2009 – Jun 2010)
Job Profile:

XECA was a CA technologies owned company in Middle East Region functioning as a CA Services wing. I was working with ITSM Team for Service Management products implementations. Apart from that my role involved preparation of Scope of Work Document, RFC response.
Projects:

· Implementation of IT Service and Configuration Management at Al Khafji Joint Operation (KJO), Al Khafji, Saudi Arabia
· Products Involved: CA Service Desk Manager r12.1, CA IT Client Manager r12.0
· Implementation of IT Service Management for Ministry of Justice, Riyadh, Saudi Arabia
· Products Involved: CA Service Desk Manager r12.1

· Implementation of IT Service and Configuration Management at King Faisal Specialist Hospital & Research Centre, Riyadh, Saudi Arabia 
· Products Involved: Unicenter Service Desk r11.2, CA IT Inventory Manager for non-CA managed Assets
L2 Executive, Rolta India Limited, Sep 2007 – Nov 2009
Job Profile:

Rolta India Limited is a CA technologies Technology partner, operating in various countries across the world. I was working with ITSM Team for Service Management products implementations. Apart from that my role involved preparation of Scope of Work Document, RFC response.

Projects:
· Implementation of Desktop Management Suite for Rolta USA
· Maintenance & Support of IT Service Management for Genworth Financial, USA
· Implementation of Asset Portfolio Management for Dubai Airports Company or Department of Civil Aviation, Dubai, UAE
· Implementation support for Asset Portfolio Management for Wachovia Inc ,USA

Web Developer, DRS technology, Sep 2006 – Aug 2006
Job Profile:

DRS Technology is small size company which is mainly focused on developing custom Java/.net/PHP/VB based applications for various domestic customers from India. I was working as a Java/J2EE developer to develop different applications like financial/payroll packages, etc. 
