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Objective:
To Secure a Challenging position where I can Effectively Contribute my Skills as a Software Professional, possessing competitive Technical Skills
Education:
· B.E in Information Technology (2001-2005) from RIEIT, Goa University

with 63% Aggregate.

· Intermediate: Goa Board with 72% Aggregate (1999-2001).

· S.S.C from C.B.S.E Board with 74% Aggregate.

Skill Sets:


      Languages:              Unix Shell scripting, Java
      Operating Systems:  Windows 9X, 2K, XP, Red Hat Linux 9.1, and Fedora Core 3
      Tools:                     Salesforce Service Cloud , CPQ, Lightning
                                     Action Request System  

                                     (Remedy) 6.3 and 7.5, ITSM 7.5- Incident
                                     Management,RedwoodHQ,TestNG,Selenium,Change

                                     Management,ProblemManagement, Microsoft Visio,Microsoft     

                                     FrontPage,Microsoft Office applications– 
                                     Excel / Word /Access / PowerPoint.
      Web Designing:       HTML, PHP, Photoshop
      Telecom            :      GPRS, GSM, CDMA, Mobile Communications, Networking basics
Certifications: 
ITIL V3 Certified. Passed with 88% which was held on 8th October 2008
BMC Remedy ARS Admin 7.5 Foundation Part 2 Certified
ISTQB Foundation Level Certification
Experience:

· August 2007 till date: 
         BMC Software India Pvt Ltd
· June 2006 – December 2006:
Vyom Labs India Pvt Ltd
Professional Experience:

Organization: BMC Software India Pvt Ltd
Role: Sr. Business System Analyst
Duration: August 2007 – Till Date 
Project Description: 
          Currently as a Senior Business Analyst in Service Cloud Platform Area.           

Was a QA Lead in Salesforce Platform for Service Cloud and Apttus CPQ area.

Apart from this have also previously worked on One3 which is a Customized Remedy application built on CSS, developed and integrated with Other BMC Products. The ARS and Midtier version is 7.5.

Current Key Responsibilities:
· Primary responsibility in Salesforce Platform for Service Cloud and Apttus CPQ area. Service Cloud is primary for the customer support Agents and Customers for raising cases, searching for KA’s, etc
Apttus CPQ is a customized platform used for Configure, pricing and quoting by the Sales rep. 
· Work with users and product manager to gather, understand, and define business requirements for Service Cloud and Apttus CPQ.
· Develop user stories and to-be process flows to support the design and development of Salesforce solutions for our clients
· Work collaboratively with team members to design a solution that will meet a client’s business requirements and fulfill user stories
· Collaborate with developers to test and verify that solutions will meet the business requirements
· Participate in key meetings with clients including requirement sessions, system demos, user acceptance testing, and end user training
· Conducted brainstorming sessions with the development team to actively involve them during the requirements stage level analysis.

· Worked towards preparation of requirements management plan, business and functional requirement documents.

· Assisted in designing and creation of training material and conducted internal training sessions for business users on Salesforce technology functionalities
· Well acquainted with all phases of SDLC, Agile and STLC.

· Self-motivated, energetic and highly ethical in all work related assignments thus able to immediately contribute to corporate goals and objects

· Good written, communication, interpersonal skills, proven team player with an analytical mind bent to problem solving and delivering solutions.
Past Key Responsibilities:
· 7+ Years of industry experience in the area of Software Testing (Manual and Automation) with a solid understanding of Test Planning, Test Design, Test Execution and Defect Reporting & Tracking.

· Expertise in Understanding and Analyzing Test Requirements, Tracking changes and maintenance of Test Requirements.

· Proficient in Test Automation using Selenium Tool.

· Strong Experience in Automating Web Application Testing using Selenium WebDriver with TestNG framework.

· Well versed with Handling Elements in Selenium WebDriver.

· Executing Selenium Test Cases and Reporting defects.

· Experience in Data driven Testing, Cross browser testing and Parallel Test execution using Selenium WebDriver, TestNG and selenium Grid.

· Expertise in implementation of Automation framework using Selenium.

· Involvement in Test Estimations and Test strategy implementation.

· Proficient in devising all the artifacts of testing such as Test Scenarios, Test Cases, Defect Reports and Test Summary Report

· Provide L3 level support for customer issues.

· Provide technical guidance and problem resolution for issues reported

· Provide support to internal and external customers.
· Investigating and troubleshoot issues by looking through the workflow logs. 

· Perform Root cause analysis of issues.
· Ensuring that the issues are handled within the specified SLA. 

· Hands-on experience on Code promotions on QA and Production environments.
· Participate in CAB Meetings for getting Change requests approved for the releases. 

· Help improve customer service by providing self-help capabilities and working with the external customer directly through WebEx or live meetings. 

· Had Provided 16*5 support and on-call support once in two months. 

· Process Improvement by providing KT to Service Desk and licensing team so that they can handle L1 and licensing tickets on their own.
· Ensuring creation of Knowledge base that documents all the processes in our knowledge management system (RKM).

· Act as an effective communication channel between the team and QA team.
· Generate metrics reports and to identify actions for service improvement.
· Provide KT to the Juniors / new joinees within the team for them to come up to speed.
Organization: Vyom Labs India Pvt Ltd, Pune
Role: Remedy Application Support
Duration:  June 2006 – December 2006
Project Description: 

Worked as a contractor with BMC for One3 application which is a Customized Remedy application built on CSS, developed and integrated with Other BMC Products. The ARS and Midtier version is 6.3.

Key Responsibilities:
· Provide L1 level support for customer issues one3 and Vantive application.
· Provide technical guidance and problem resolution for issues reported

· Provide L1 support to internal and external customers 

· Perform Root cause analysis of issues
· Ensuring that the issues are handled within the specified SLA 

· Providing 16*5 support 

Trainings:
BMC Remedy ARS 7.5 Foundation Part 1 and 2
ARS 6.3 Part 1 and 2
Communications and Email Etiquettes Training on how to communicate with the users effectively through Email/Phone Call.

Getting Real with Virtual Teams

Academic Projects:
Resource Monitoring System



Team of 5 people


Year: 2005
Description:
The objective of this Project was to collect the information of all the primary resources of a system such as CPU, Memory, TCP/UDP packets and represent the Statistics with the help of a graph or pie chart. It was Based on SNMP Protocol. This project was implemented using the following tools and languages: Java,SNMP, Apache Web Server and PHP.

Achievements:

· Actively involved and recognized in various cultural activities at school and college level.
· Received Customer Service Award for consistently achieving high level of Customer Satisfaction (Sept 2008).
· Received Star Tech Award for the outstanding contribution to Customer Support Apps Team (Dec 2009).
Personal Details:

Date of Birth: 08 August 1984
Marital Status: Married
Hobbies: Dancing, Music, Cooking, Travelling

Preferred Work Location: Pune



* References will be provided on request.
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