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SIDDESH GOWDA
Profile

· Having over all 8 years of IT experience working in Incident and Problem Management

SQL/PLSQL, Escript,Siebel CRM configuration and DevOps/Cloud technologies. 
· Out of 8 years played client facing role for almost 3 years in USA for Marriott International Client and 5 years from offshore -Bengaluru.
· Completed ITIL V3 certification and implemented the same in project.

· Strong skills in configuring Cloud/Devops, Siebel Applications using Siebel Tools and Siebel Workflow Good understanding of Integration based performance tuning techniques 

· Have good hands on experience in using tools like

Siebel CRM - Siebel Tools (8.0.X)

Oracle database (10 g/11 i): 

SoapUI: 

WebSphere Message Broker: WebSphere® 

IBM Db2®: 

IBM websphere MQ: 

IBM Rational ClearCase 

IBM Rational Team Concert 

BMC Remedy 

COPSSH tool 

Kafka-Tool

Micro-Services 

IBM IIDR

SumoLogic 

AppDynamics 

Real User Monitoring (RUM)

Service Now 

OneBox, PagerDuty 

Jira/Confluence
· Expertise in analyzing data with respect to different business scenarios and coming up with business solutions. 

· Actively participated in project planning.

· Experience in Technical Areas like Analysis, Design, programming, code review, and Configuration control, Estimation, Testing and Performance Tuning.

· Actively involved in customer meetings to understand business needs and timely changes to the initial requirements.

· Excellent communicator, good listener and admirable team player.

· Have got strengths like commitment towards work, self-determination, passion to excel, flexibility and good planning.

· Demonstrated ability to understand the technology and the business processes with consistency.

· Design and Implement test strategies/plans, traceability matrix, setting up test environments, extracting test data’s, identify, create, execute test scenarios and publish test reports

· Communicate Product Test, Regression Test, Automation, End to End test plans to the management team. 

· Prepare the Test Data required during execution phase for manual and automation suite. Follow up with external interfacing teams for any data dependencies

Skill Set
DevOps: Git, Jenkins, Dockers and OSE.

Cloud Service: AWS

Monitoring tools: Splunk, Sumo-logic, AppDynamics, RUM, Dynatrace
CRM: Siebel 8.1.1.19/8.1.1.4/8.1.1.7/8.1.1.14/Open UI.
Application: Call-centre /Sales /Siebel orders
RDBMS: Oracle 10/11g, IBM DB2
Languages: Siebel escript ,Oracle PL/SQL, VBScript ,C
O/S: 

Windows 2008 Server,Linux
EAI: 

SOAP UI, IBM websphere MQ: 

Processes:
IBM’s QMS (Quality Management System),ITIL
Education:  


Master degree in Computer Applications - 2012, Visvesvaraya Technological University(SJCE), India,

Professional Experience
Client: Marriott Internationals
Project Name: PCT: Property Conversion Tool

Duration: Apr-2020 –till date.

Role: Business Analyst & Application Management- Cloud Solution team

Work Location: Gaithersburg, MD, USA & Bengaluru
PCT Application: This application is designed for the Marriott property users to create the property specific admin data such as Menus, Packages, Sleeping room, function spaces, rates, service charge.

PCT is a web-based Application and it is deployed in OSE. Technologies involved are UI/UX design for frontend and couch DB for document storage, Microservices, Siebel API for data transfer from UI to Siebel application.

Primary responsibility as Business Analyst& Application Management- - Cloud Solution team is to 

· Gather the requirement from client and create understanding documents.

· Work with Cloud solution team to identify the technologies/skills required fulfill the requirement.

· Work with multiple vendors with respect to licensing and infrastructure/platform creation.

· Making sure PCT application logs are captured in Splunk/OSE Logs.

· Baselining the PCT Build for production deployment and future development.

· Working with DevOps team for build & deploy pipe creation.

· Updating Couch DB documents from backend on need basis in case of production issues.

· Making sure new team members has required access for development like GIT, Jenkins access.
· Translating complex cross-functional business requirements and functional specifications into logical program designs, code modules, stable application systems, and software solutions; partners with Product Team to understand business needs and functional specifications
· Collaborating with cross-functional teams to ensure specifications are converted into flexible, scalable, and maintainable solution designs; evaluates project deliverables to ensure they meet specifications and architectural standards
· Guiding application and software development teams in the design and build of complex solutions and ensures that teams are in alignment with the architecture blueprint, standards, target state architecture, and strategies
· Coordinate, executes, and participates in component integration (CIT) scenarios, systems integration testing (SIT), and user acceptance testing (UAT) to identify application errors and to ensure quality software deployment
· Participate and coaching others in all software development end-to-end product lifecycle phases by applying and sharing an in-depth understanding of complex company and industry methodologies, policies, standards, and controls
· Have solid grasp of software design patterns and approaches; understands application level software architecture; makes technical trade-off decisions at application level
· Automating and simplifying team development, test, and operations processes; develops detailed architecture plans for large scale enterprise architecture projects and drives the plans to fruition
· Solving complex architecture/design and business problems; solutions are extensible; works to simplify, optimize, remove bottlenecks, etc.
· Providing mentoring and guidance to more junior level engineers; may provide feedback and direction on specific engineering tasks

Client: Marriott Internationals
Project Name: CRM-CI Application

Duration: Feb-2019 –Mar-2020

Role: Incident and Problem Solution Consultant (Production Support)
Work Location: Gaithersburg, MD, USA
CRM-CI Application: Marriott Customer Relationship Management Application (CRM-CI) which is being used by approximately 22000 users in all around the world. This application is interfaced with multiple external systems to provide seamless working experience and quicker service to customers utilizing the Marriott hospitality. IBM India takes ownership of the integration layer, new enhancements, smooth running of the application and provide all the technical support required to keep the application running and available 24 X 7.

Incident Management: Role’s & Responsibilities 

· Managing and addressing SLA response/restoration for priority incidents

· Incident assignments and prioritization, Monitoring and reviewing the tasks assigned to the team members, resolving all their queries and providing necessary support to them 

· Manage the flow of day-to- day operations and take responsibility for ensuring that risks and issues are identified and managed closely and drive all team members to deliver on time and to the required quality standards.

· Preparing queries for Sumo-Logic to triage on going production issues and trace the root cause. 

· AppDynamics and DynaTrace to monitor and identify failure pattern on infrastructure level.

· Real User Monitoring (RUM) tool to track the user session to identify the root cause for the incidents.

· Application infrastructure monitoring like CPU response time, utilization, Network connections, Packet loss/retransmission.

· Redirecting the incidents to the multi-vendors. 

· Production support – monitoring daily batch jobs/cron jobs.

· L3 support for CI application- Specific to application functionality 

· Addressing Interface related issues.

· Scheduling/managing incident related meeting with Client and multi vendors

· Provide regular progress updates and work closely with Development Project Managers to ensure delivery risks or issue

· Define delivery phases of the project including activities, sub-activities, and milestones    ensuring these are documented and used as the basis for the project event log, issues and risk log and any subsequent reporting

· Participate in project status meetings to review and assess the status of ongoing tasks.

· Participate in quality assurance and review meetings for deliverables.

· Resolving queries, providing guidance and co-ordination to the CI- India team working in India. 

· On call Support- management -OneBox, PagerDuty, ServiceNow tool 

· Identifying the defect in production and raise JIRA/CR to address.
· Ensure that all tickets are correctly categorized, updated and properly handled, thus be on top of ticket management to ensure that tickets are flowing
· Demonstrate highest standards of accountability by effective communication and
handling/escalating of all technical and functional issues as and when they occur in a timely manner

· Drive a sense of urgency with teams that the ticket has been escalated to
· Provide excellent customer service while staying within our internal processes
· Work in a 18x5 support team which follows US and European holiday calendar
· Contribute to process improvement, knowledge base updation and lessons learnt
· Solid troubleshooting skills and passion for problem-solving & investigation
· Ensuring effective communication between Commercial Compliance Support and the Clients
· Ensuring effective communication between all team members within Commercial Compliance Support and other resolver groups
· Proactively escalating challenges to the Service Operations Manager and the Client Operations Leads
· Reviewing the quality of work of all team members (Service Operations Analysts)
· Ensuring that all members within the team understand and know the ticket management processes
· Taking ownership on closing any process gaps or identify opportunities to improve team efficiency

Problem Management: Role’s & Responsibilities

· Identify the repeating issues in production and create a problem ticket.

· Present the problem with service providers and identify the responsible team to triage the issue

· Assignment of the problem tickets and identifying the RCA.

· Identify the priority/urgency of the problem ticket based on the impact on users 

· Present the completed problem tickets with service providers and client team.

· Document all the necessary steps taken to triage/fix the problem

Client: Marriott Internationals
Project Name: OASIS Application Migration.

Duration: Aug-2017 –Jan-2019

Role: Business Analyst & SQL Developer.

Work Location: Bethesda,MD,USA
OASIS Application: Designed to maintain and handle Marriott property information.

Application stores the legal information about the properties (Leased/Managed/Owned).

Business Analyst & SQL Developer I was responsible for the Siebel to Sales Force Migration activity.

As a Business Analyst I was involved in following activities.

· Requirement clarification/Status/Defects analysis meetings with Client
· Data Migration design
· Integration design

· Field mapping between two systems

As a SQL Developer:

· Actively participated in design/requirement gatherings for new SalesForce application.

· Providing the existing system complex logic in SRS format for SalesForce team

· Preparing SQls to extract the existing system data
· Creating SQL procedure for data extract
· Providing logic for the interfaces involved and providing sample loads
· Design/Requirement analysis with client.

· Involved in SIT and UAT fallouts discussion

· Co-ordinating between offshore/Client/Vendor team
Client: Marriott Internationals
Project Name: Marriott Internationals – Mystique Application 
Duration: Aug-2012 –Oct-2017

Role: Package Solution Consultant -Siebel

Work Location: Bengaluru

Mystique Application: Designed for the usage of front desk teams for Marriott – Ritz Carlton brand hotels. 

Mystique Application stores the Guest profile information along with stay history, preferences and Service requests raised by guest. This information helps the Marriott-Ritz-Carlton brand front desk team to personalise the stay for Guests.


As a Package Solution Consultant responsible for Analysis, design, development, testing, maintenance and implementation of customized Siebel CRM application for new implementations and upgrades for our IBM US customer Marriott Internationals.
Played multiple role in the team as per the requirement such as developer, admin, support analyst, SME.
As a Developer: 
· Design High level functional document into Low level technical document.

· Weekly reporting of Project tasks to Management. Ensuring project deliverable meet IBM Quality Standards

· Responsible for production deployments of Reports, Configuration Management and Release Management.

· Writing the Unit Test Cases and Testing and bug fixes.

· Writing the System Integration test cases, testing and bug fixes.

· Created SQL procedure, packages, view, materialized view, tables, indexes
· DB maintenance and upgrade  

· Siebel customized the screens for Account, Opportunities, Contacts, Etc. as per the client requirements

· Enhancement of Functionality of Siebel Business Components using Joins Links and Multivalve Groups, Drilldown applets.

· Configured Drill downs, configured user properties

· Customized and added Static Pick list and Dynamic pick list to the fields in the Business component.

· Created a Dynamic Pick list that allows users to update the fields
· Created new Workflow Policy, Runtime Events, EAI Dispatch Service Rule Sets, and Data Maps along with Business Components, Integration Objects, Workflows, and Business Services

· The Application was multilingual (English and Spanish). Used the multilingual objects available in Siebel like Symbolic String, Message Category, and Multilingual LOV’s.

· Designed & developed one of the high severe production issues where vanilla S_SRM_REQUEST table was clogged in PRODUCTION and resulted in slow performance of the table.

· Also have very good hands-on on RCR Jobs, DVM Rulesets, Workflow Policy, Runtime Events, EAI Dispatch Service Rule Sets, Data Maps, Message Types, Personalization.

· Started working on Siebel Integration with few EAI defects and supported some of the existing Interfaces.

· Worked on creation and modification of Applets, Business Component, Views, Screens, Server Script, Browser Script, Business Components, Integration Objects, Workflows, and Business Services.

As a Siebel Admin: 

· SRF replacement, GENB script generation, Generating triggers

· Created automation script to stop and start all the services.

· Created automation script to replace SRF/GENB in all services.

· Created automation scripts to replace SRF in TEST /PROD environment.

· Updating Web templates/F9 email templates  

· Repository migration.

· Increasing log level for different components (WF component,ObjMgr etc)

· MQ set-up –Queue manager creation 

· Creating SFTP id in VSHELL tool.

· Creating script to download files from third-party systems.

· Creating windows schedule task to run the jobs.

· Hands on maestro tool.

As a Support Analyst: 

· Performing root cause analysis for production issues.

· Interacting with the client directly to get the clarification new SCRs and incidents.

· Provide estimates and Business problem analysis and solution documents

· Assigning tickets to team members.

· Good hands on experience in using tools like BMC remedy, clear case, clear quest. 

· Worked as both LEV 2 and 3 support members.

· Successfully handled SEV1 and SEV 2 situation.

As SME for following upgrades:

· Siebel upgrade: Marriott -CRM – CI/Mystique application upgraded from 8.1.1.7[SEA] to 8.1.1.14[SIA] as part upgrade following activities were handled.
1.POC on upgrade in Lower environment.

      2.Prep-work for upgrade like Server space set up and environment variable set up

      3.Installation of new Siebel version.

      4.Conflict resolution on entity level.
      5.Addressing the Address (S_CON_ADDR) issue.
· Siebel upgrade: Marriott -CRM – CI/ application upgraded from 8.1.1.14 to 8.1.1.19 [2020]as part upgrade following activities were handled.

1.POC on upgrade in Lower environment.

      2.Prep-work for upgrade like Server space set up and environment variable set up

      3.Installation of new Siebel version.

      4.Conflict resolution on entity level.

      5. POC on Improved integration via enhancements to the REST API.

      6. DISA installation & validation.

      7.Working on to support complete Continuous Integration, Continuous Delivery (CI/CD).
· Windows server upgrade: Marriott -CRM – Mystique/OASIS upgraded from windows 2003 to 2008 -2012 servers as part upgrade following activities were handled.
1.Creating schedules task and running.

2.Installating and setting up COPSSH tool

3. Installation of VSHELL tool
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