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Professional Summary
· 8 years of experience as an IT Professional with 4 years of experience in software development with rich expertise in ITSM and ServiceNow. Extensive knowledge and experience in Application Implementation and Administration of ServiceNow.
· Experience in driving various life cycle stages of an ITIL project from Service Transition, Service Operation to Continual Service Improvement using ITSM and Lean Six Sigma best practices.
· Proficient in manual and automated testing of applications, good knowledge of QA Methodologies and Practices and proficient in finding Defects & test summary reporting. 
· Providing traceability across the project by analysis and review of project elements including Testing Artifacts, End-User Support documentation and training materials.
· Strong working abilities in performing configurations and customization of Servicenow applications.
· Experience in managing data with tables, CMDB , Update sets and Import sets .
· Hands-on experience in Orchestration configuration and Midserver setup.

· Configuration and customization of Help Desk, Change/Incident/Problem/asset Management Modules including: Business Rules, Client Scripts, Dictionary Overrides, UI Policies and UI Actions based on user requirements.

· Extensive experience in implementation of Business Rules, Data Dictionary, UI Actions, UI Policies, Client Scripts and Validations Scripts.

· Experience in Email integration, LDAP integration, External Web services Integration (both SOAP based and REST based).

· Experience in working on the ITIL Process modules like Service Desk, Incident, Problem, Change Management, Release Management, Service Request, Knowledge Management and Reporting.

· Excellent experience in ServiceNow Administration and Day to Day Production support.

· Intermediate knowledge in CMDB, Configuration, Asset Management and DISCOVERY tool.

· Expertise in Business requirements in any modules of Servicenow. Always ready with Requirement / Data collection templates for Incidents, problems, SLA's, CMDB, Software Asset management, Hardware Asset management etc.
· Possesses a working knowledge of the software development lifecycle (SDLC) using ITIL.
· Deep understanding of the application development lifecycle process, including requirement analysis, quality assurance, design, scheduling, implementation, issue tracking, version control and deployment
· Excellent skills in Business Analysis, Requirement Analysis, Business Modeling, proficient in customizing workflows, activities, and deliverables of existing business practices.
· Excellent analytical skills with proficiency in debugging and problem solving.
· Worked on CMDB, Business Services, CI relationships and Business Service Maps (BSM).

· Good knowledge in ITSM, ITOM & ITBM implementation suite.
Technical Skills 

	Methodologies

	Agile, Waterfall

	Business Modeling Tools
	Rational Rose, Balsamiq, Smartsheet


	Version Control Systems
	Rational Clear Case, SharePoint

	Project Management
	ServiceNow, Microsoft Project, Microsoft Office, JIRA, Rally, TFS, ClearQuest, SharePoint

	Programming Languages
	SQL, R, HTML , Python

	Database
	Microsoft Access, SQL Server

	Application Packages                          
	MS Office

	Tools
	Fortify scanning tool, Microsoft-Visio

	Scripiting
	JavaScript, Jelly Script, HTML, XML, AJAX, Angular JS

	ServiceNow Versions
	Orlando, New York, Madrid, London, Kingston, Jakarta, Istanbul




Professional Experience
Raytheon Technologies/United Technology Corporation(RTX/UTC), NEWINGTON, CT, FEB 2018 to PRESENT
ROLE – Servicenow Consultant
eNVIORNMENT:- Orlando, New York, Madrid, cMDB, ITIL,ITSM, ITOM, API iNTEGRATIONS

Project DESCRIPTION

Project SNOW-United Technologies Corporation planned to move out of their legacy system(BMC Remedy) and adopted the new ServiceNow. The scope was to implement ServiceNow and move all the data from Remedy to ServiceNow.

Project OAK- UTC is going through a transformation phase in which its getting split into 3 companies(UTC, Carrier & Otis).Setting up the SNOW environment for all companies, creating new, forms, workflow, services, setting up service desks ,implementing SLA’s and restructuring the overall process.
Project RTC- In the coming 2020, UTC is planning  to merge with Raytheon, looking over the new requirement, comparing analyzing and structuring the data. Also setting plan and timeline to have a stable environment for both companies during merger.

ROLES AND RESPONSIBILITIES
· Planned and successfully Implemented ServiceNow for UTC environment and helped moving out of BMC Remedy.
· Drive resolution of all reported ServiceNow incidents as a subject matter expert and in collaboration with other team members; maintaining customer communication until closure.
· Worked on Various ServiceNow Portal Forms and workflows. Handled Portal and backend all functions.
· Worked across various technical towers to ensure the best solution is implemented and that timely implementation is achieved.
· Worked on ITOM:

1. Implemented Discovery from scratch, by installing MID Servers on remote desktops, check for the connectivity.

2. Worked with windows team, network team and Asset team, in order to check for the data collected through discovery is accurate, Became an expert in troubleshooting Discovery tool.

3. Creating data sources and loaded the Service-Now tables with different data formats, Created transform maps both automatic field mapping and scripting.

4. Involved in creating Cloud API extensions for Cloud management.
5. Helped in creating and updating the CI relationship through Service Mapping.
· Designed workflows and execution plans. Expertise on creation of workflows for Service Catalog items in Service-Now. Developed CMDB and Cloud Service modules.
· Created many access control rules (ACL). Use of scripting tools and ServiceNow functionality to create script to automate routine tasks being done in Service Now
· Hands on experience working on Client Side and Server Side scripts.

· Worked on Asset management, Created categories of asset models such as computers, servers, printers and software and Managed assets by counting software licenses, viewing assets that are in stock, setting asset states and sub states, and analyzing unallocated software.

· Implemented ServiceNow functionality and how all ITIL processes can be implemented in ServiceNow. This includes Incident Management, Change Management, Asset Management, CMDB Management and Problem Management.

· Facilitated onboarding of new clients on the ServiceNow platform, and collaborate effectively with other ServiceNow administrators to develop global solutions.

· Worked on integration setup of Service Now to smartly communicate and transfer the real time data with other peripheral systems and applications such as the mailing client integration like Microsoft outlook or gmail.com, LDAP, Single sign-on etc

· Configured and implemented ITSM/HR module together with ticketing, workflow, reporting, service portals, and other platform features to build next generation solutions for clients.

· Maintained high quality of codes on both server-side and client-side, resulting good control and easy debugging during performance-related and functional issues or defects.

· Coordinates installation of ServiceNow upgrades and/or service packs. Develops and manages the preparation of systems, test criteria and control for upgrades, service packs, new functionality, enhancements or error correction.

· Integration of service now with LDAP for authentication.
· Good experience on integrating ServiceNow with  AD, LDAP, and other cloud platforms. 

· Proficient in process design and delivery of an ITIL aligned Service Asset & Configuration Management process.
· Executed the Configuration Item (CI) discovery process; ensured accurate mapping of CI relationships. Did Research and resolved any issues.
· Established strategies and processes to ensure easy and reliable access to the CMDB data, including support for business intelligence and analytics requirements.
· Responsible for technical and process ownership of the CMDB and its relationship to other functions and departments.

· Articulated business and functional requirements into detailed testing scenarios and further translated them into test cases. Coordinated test case walk through. Coordinated and managed testing effort between teams across various time zones in the world such as US, Europe and Asia.

· Helping with Data migrations from third-party tools to ServiceNow.

ECOLAB, EAGAN, MN, AUG 2017 TO JAN 2018
ROLE – servicenow Developer/admin
eNVIORNMENT:- jAKARTA,INSTANBUL, ITIL,ITSM, ITOM, API iNTEGRATIONS

PROJECT DESCRIPTION 

The goal of the over all project was to go live with the Service Portal for the end user and to have the major integration done with various other applications like Okta, Workday, Azure, Salesforce, Jira.

ROLES AND RESPONSIBILITIES
· Managing intake of requests for ServiceNow team. 

· Worked on ServiceNow modules such as Incident, Problem, Change, Configuration, Asset Management, Software Asset Management, Contract Management and Procurement
· Worked on instance clones and post clone activities including system properties, mid server setup etc.

· Involved in importing users/groups from AD/LDAP using SSO application.

· Performed system and integration testing with sample and live data and monitor health, usage and overall compliance of the application.

· Worked on instance clones and post clone activities including system properties, mid server setup etc.

· Coordinated the instance upgrade activities.

· Worked on instance upgrades and used update sets to capture upgrade issues from lower instances to higher instances

· Design and Configuration of workflows to meet specific business needs to support ITIL and business processes.

· Configured multiple Catalog Items Front - end web / GUI components using JavaScript, Jelly Script, HTML 5, and CSS.

· Configured portal pages with additional categories and sub-categories as per requirements.
· Documented functional and non-functional requirements as well as provided guidance to developers and quality assurance testers regarding ITSM program

· Documented the current state and future state process maps 

· Managed and prioritized a backlog of user stories in ServiceNow.

· Liaise with ServiceNow application users and IT in the analysis, design, testing for application development to ensure optional operational performance that meets business needs

UNIVERSITY OF SOUTH CAROLINA, COLUMBIA, SC, AUG 2015 TO May 2017
role – GRADUATE teaching ASSISTANT
ROLES AND RESPONSIBILITIES
· Principal Instructor for 120 students on an advanced industrial experience course on Design, for junior and senior undergrad students

· Oversaw experiments, conducted assessments, supervised budgets and engagement with key companies like Boeing, Nucor, OTIS and Trane.

· Supervised lab sessions and course project setup for MSOffice suite including Excel, SQL server. Assisting faculty in the development of new material for their courses.
· Help Students working on Live projects for companies like Boeing. Nucor, OTIS, Trane, etc.

SAMVARDHANA MOTHERSON LIMITED, NOIDA, INDIA, SEPT 2013 to AUG 2015
ROLE – Servicenow admin
eNVIORNMENT:- eUREKA,FUJI, ITIL,ITSM, ITOM

PROJECT DESCRIPTION 

The goal was to implement the corporate functionalities to the various divisions of the company and help them support and modify the existing functionalities as per the specific requirements.

ROLES AND RESPONSIBILITIES
· Worked on implementing functionality using Business Rules, UI policies, Access Lists.

· Shared responsibility for mapping defined ITIL /ITSM processes and system processes to current customer capability needs associated with multi-vendor platform solutions.

· Worked as an Interface between the users and the different teams involved in the application development for the better understanding of the business and IT processes.

· Developed Service Desk experience through entering, monitoring, and tracking service requests through the entire lifecycle.

· Worked on ServiceNow catalog for users to create service request and service items.

· Involved in creation of on-demand reports, dashboard development and scheduling report generation in ServiceNow.

· Extensively worked on writing scripts, Business rules, script includes, UI scripts, UI policies and used glide scripting to create UI actions and business rules. 

· Extracted, compiled, tracked and analyzed data to generate reports.

· Communicate status and BDD (Build Design Document) recommendation to team lead and other core team members to ensure recommendation aligns with target.

· Created various front-end forms, and associated Client Scripts, UI policies, including advanced customizations that require modification of UI Pages.
· Developed SLA’s for the organization.
MECON INDIA LIMITED, NEW DELHI, INDIA, JULY 2010 TO SEPT 2013
ROLE – Software Engineer
eNVIORNMENT:- SHAREPOINT, WINDOW SERVERS, HTML

PROJECT DESCRIPTION

The main concentration of this project was to focus on the SharePoint websites for the company’s internal clients.
As per the various clients requirement and the Mecon’s Engineering Procurement & Construction(EPC), development and achievement statistics for the various websites were updated.

ROLES AND RESPONSIBILITIES

· Interacted closely with the Subject matter experts (SME) for the functional requirements gathering.

· Facilitated JAD sessions, conducted interviews, Q and A sessions with business users to solicit business requirements relative to proposed functionality and created Functional and Non-functional requirements.

· Created Use Cases and Business Use Cases model after accessing the scope and status of the project and understanding the business processes form USER perspective.

· Analyzed, collected and prepared user requirements, definitions, scope, and expectations for deliverable plans and delivered system documents, processes, diagrams.

· Developed and managed all the work plans, acted as the key client contact, handled all kinds of scheduling, ran all status meetings and compiled various reports.
· Responds to user-generated service tickets, diagnose root causes, troubleshoot and provide 24x7 support when required to keep the server running smoothly and efficiently. 

· Implements daily monitoring of the systems,  verifies the integrity, availability of server resources, creates shared folders and maps it to enable file sharing across the network.

· Used Microsoft Visio software to create Use case diagram, basic flow chart, cross-functional flowchart, UML activity diagram, wireframe diagram and UML sequence diagram

Education and Credentials
Master of Science (M.S) in Engineering Management, 2017(GPA-3.55)
University of South Carolina, Columbia, SC, USA
Bachelor of Technology (B.Tech) in Mechanical Engineering, 2010(GPA-3.40)

Rajasthan Technical University, Kota, India
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