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Professional Summary
Seasoned Agile Project Leader with 12+ years of experience driving large-scale technology initiatives across Consumer Products Retail and Services (CPRS), Finance Services (Mortgage), Healthcare. Skilled in Agile, SAFe, and Scaled Agile practices, with proven expertise as a Project Manager, Scrum Master, Agile Coach, and Infrastructure Operations Leader.

Recognized for aligning technology solutions with strategic business goals, leading cross-functional global teams, and delivering complex programs on time and within budget. Adept at stakeholder engagement, backlog management, regulatory compliance, and digital transformation initiatives, with hands-on experience using platforms like ServiceNow for Incident, Problem, and Change management.

Known for coaching and mentoring Scrum teams, fostering a culture of innovation and continuous improvement, and driving automation and process optimization that enhance delivery speed and product quality. Consistently deliver scalable, client-centric solutions across diverse Managed Services Infrastructure landscape, ensuring superior user experience, performance, and compliance. Experienced in leveraging AI/ML-enabled automation and predictive analytics to optimize project delivery, reduce risks, and improve decision-making.

Expertise and core competencies
· PMP, Certified SAFe®5 Agilist (SA), Scrum Master (PSM I), ITIL v4.0 and Lean Six Sigma Green Belt.
· 8+ years as Technical Project Manager, IT Infra and ITSM Leader and Scrum Master, leading multiple Agile teams (30–40 members) across Consumer Product Retail Services, Healthcare and Finance industries.
· Agile Coach: Mentoring Scrum Masters, Product Owners, and leadership in Agile practices, SAFe adoption, and cultural transformation
· Skilled in facilitating all Agile ceremonies: Sprint Planning, Daily Standups, Sprint Reviews, and Retrospectives.
· Experienced in tracking Agile metrics, team velocity, burndown charts, and ensuring predictable delivery.
· Infrastructure Project Manager: Specialized in ensuring 24x7 Infrastructure sustainment and Production Support delivery for large scale enterprise environments for Managed Services functions.
· Strong Project Management expertise: Project planning, scheduling, resource management, scope & cost tracking, risk mitigation, and program dashboards
· Proven ability to coordinate cross-functional teams, stakeholders, and vendors for successful delivery
· Stakeholder Communication & Change Management: Managing expectations, facilitating workshops, and ensuring alignment between business and technical teams.
· Skilled in business analysis, process optimization, and workflow improvement
· Technical proficiency: ServiceNow (ITSM), Jira, Azure DevOps, AWS Cloud, Observability Tools, Confluence, Power BI
· Experienced in delivering Infrastructure Operations – System Ops, Network, End user compute, Observability, Cloud Ops, DBAs ensuring maximum SLA compliance and system/services uptime.
· Known for building high-performing teams, fostering collaboration, servant leadership, and continuous improvement
· Experienced in driving digital transformation initiatives, AI/ML-enabled automation, process optimization, and organizational alignment

Technical Skills

· Agile & Delivery Methodologies:
Scaled Agile Framework (SAFe), Scrum, Kanban, Agile, Waterfall, Program Increment (PI) Planning, Agile Transformation
· Infrastructure Platforms and Technologies:
System Ops, Network, Cloud Technologies, End User Compute, Observability, Application Support – POS and store, Web & eCommerce Platforms
· Data, Analytics & Reporting:
Power BI, AI/ML-enabled Analytics, Predictive Dashboards
· Microsoft & Productivity Tools:
Excel, PowerPoint, Word, Visio, Lucid Charts

· Project & Program Management: Enterprise Project Delivery | Project Planning & Scheduling | Project Governance | PMO Governance | Milestone & Dependency Management | Delivery Management
· Planview & Project Controls: Planview | Integrated Project Plans | Resource & Capacity Planning | Schedule Management | Critical Path | Delivery Forecasting
· Risk & Governance: RAID Management | Risk & Issue Management | Action & Decision Tracking | Dependency Management | Escalation Management | Mitigation & Recovery Planning
· Reporting & Stakeholder Management: A3 Reporting | Executive Reporting | Leadership Presentations | PowerPoint | Project Health Reporting | Stakeholder Management | Steering Committee Reporting
· Financial Management: Project Budget Management | Actuals | Forecasts | Resource Costs | Financial Variance Analysis | Project Financial Reporting
· Delivery & Collaboration: Onshore/Offshore Coordination | Global Delivery Teams | Business Analysts | SMEs | Technical Teams | Finance | Workstream Leads | Cross-functional Collaboration
· Tools: Planview | Microsoft PowerPoint | Microsoft Excel | Microsoft Project | Jira | Confluence

· Domain Expertise:
Healthcare Insurance (Universal American Financial Corp), Consumer Product Retail Services, Financial Services (Mortgage solutions)
· Digital Transformation & AI Initiatives:
AI/ML-enabled automation, Predictive Analytics for project delivery, Data-driven decision-making, Process Optimization
· Observability Platforms:
Nagios XI, Logic Monitor, Solarwinds, Dynatrace, Opsgenie, Everbridge, Splunk


Certifications

· Project Management Professional, PMI
· AWS Certified Cloud Practitioner, AWS
· Certified SAFe® 5 Agilist (SA), Scaled Agile
· Professional Scrum Master I (PSM-I), Scrum.org
· Lean Six Sigma Green Belt, TUV SUD
· ITIL v4.0, Axelos

Education
· Bachelor of Technology (B. Tech), Information Technology
Uttar Pradesh Technical University
Professional Journey
Client: Cenlar FSB
Implementation Partner: Moder Solutions
Duration: Oct 2024 – Present
Designation: IT Infrastructure Operations Manager

Project: The Infrastructure Operations Delivery project is an enterprise level Production Support environment at Cenlar FSB designed to support and standardize the end-to-end Infrastructure Operations within a highly regulated Mortgage Services environment. The initiative focuses on harmonizing Infrastructure Operations ensuring balanced SLAs, maximum service uptime, secured and scalable Cloud services, focused on improving operational visibility, and reducing compliance and operational risk across Technology and Business functions enhancing the quality of service and user experience.

Core Responsibilities
· Lead and coordinate multiple Agile teams delivering the Infrastructure Sustainment Operations within a regulated Mortgage services environment.
· Drive alignment with Industry and Enterprise Risk Management standards, ensuring Agile delivery remains audit-ready across the clock.
· Support continuous improvement initiatives by mentoring teams on Agile, SAFe practices, and regulated Agile delivery models.
· Ensure maintenance and management of SLAs keeping the Service Availability, reliability and uptime in control as per the signed SOW.
· Project & Program Management: Enterprise Project Delivery | Project Planning & Scheduling | Project Governance | PMO Governance | Milestone & Dependency Management | Delivery Management

· Planview & Project Controls: Planview | Integrated Project Plans | Resource & Capacity Planning | Schedule Management | Critical Path | Delivery Forecasting
· Risk & Governance: RAID Management | Risk & Issue Management | Action & Decision Tracking | Dependency Management
| Escalation Management | Mitigation & Recovery Planning
· Reporting & Stakeholder Management: A3 Reporting | Executive Reporting | Leadership Presentations | PowerPoint | Project Health Reporting | Stakeholder Management | Steering Committee Reporting
· Financial Management: Project Budget Management | Actuals | Forecasts | Resource Costs | Financial Variance Analysis | Project Financial Reporting
· Delivery & Collaboration: Onshore/Offshore Coordination | Global Delivery Teams | Business Analysts | SMEs | Technical Teams | Finance | Workstream Leads | Cross-functional Collaboration
· Defined project governance frameworks and quality benchmarks ensuring audit-ready delivery across all Infrastructure Sustainment workstreams within the regulated mortgage services environment.
· Prepared and presented executive status reports, risk logs, and KPI dashboards using MS Power point, Power Automate and Pivot analysis to senior leadership and CIO-level stakeholders, maintaining full transparency on project health, SLA compliance, and milestone progress.
· Drove process improvement initiatives by identifying operational inefficiencies across incident management and change workflows, streamlining escalation procedures and integrating automation within ServiceNow to reduce manual effort and accelerate resolution timelines and corresponding reporting.
· Managed change control and scope variance tracking, analyzing cost-benefit tradeoffs for scope changes and communicating impacts on schedule and budget to project sponsors and business stakeholders using several Project management tools like MS Project, Jira dashboards, MS Power point, pivot analysis, MS Excel etc.
· Define and document project scope, objectives, and success criteria for all Infrastructure Operations workstreams; coordinate with development teams to ensure smooth software deployment and API-based integration across regulated mortgage services.
· Utilize Agile, Scrum, and Kanban methodologies for efficient project execution; manage and prioritize technology-driven projects ensuring on-time, high-quality delivery.
· Perform hands-on log monitoring using Dynatrace alerts and dashboards; configure threshold-based alerting and observe real-time log streams to enable proactive incident detection and reduce MTTR.
· Apply API understanding to oversee integration workflows between infrastructure services and business applications; validate API contracts and liaise with development teams on integration quality.
· Work closely with QA teams to guarantee high-quality deliverables; implement best practices in project management, DevOps, and software development across all workstreams.
· Track and optimize project costs, timelines, and resource utilization; conduct risk assessments and develop mitigation strategies ensuring audit-ready delivery.
· Work with vendors and external partners on technology implementations; support post-implementation reviews and continuous improvement initiatives.

Client: SUBWAY (Franchisee World Headquarters)
Implementation Partner: Capgemini Duration: March 2023 – October 2024 Designation: Project Manager

Project: Leading Infrastructure Operations and Service Delivery for Enterprise Business Operations, with a focus on reliability, cost-efficiency, and continuous improvement across a diverse technology landscape.

Core Responsibilities:
· Lead multiple Agile teams delivering complex payer-side solutions across PEP, Genasys, and TPA applications
· Facilitate Agile ceremonies: Daily stand-ups, sprint planning, reviews, retrospectives, and backlog refinement, promoting transparency and continuous improvement.
· Owned and maintained end-to-end project plans in Planview, ensuring schedules, milestones, dependencies, resource allocations, and delivery dates remained accurate and aligned with project objectives.
· Managed project schedules, milestones, critical paths, dependencies, risks, issues, actions, and decisions (RAID) across multiple workstreams, proactively identifying schedule impacts and driving mitigation plans.
· Provided weekly Planview updates, maintaining accurate project status, resource capacity, delivery forecasts, milestones, and dependencies to ensure current and reliable portfolio visibility.
· Developed and maintained detailed weekly A3 project status reports, partnering with Business Analysts, SMEs, technical teams, and workstream leads to validate progress, risks, blockers, dependencies, and upcoming deliverables.
· Prepared executive-level monthly PowerPoint presentations covering project health, accomplishments, milestones, financial performance, resource status, risks/issues, dependencies, and upcoming priorities.
· Presented project status to senior leadership and key stakeholders, clearly communicating delivery challenges, schedule variances, decisions required, escalations, and mitigation strategies.

· Established and maintained project governance routines, including daily stand-ups, status meetings, RAID reviews, action tracking, decision management, and cross-functional coordination.
· Coordinated across business, technology, delivery, and vendor teams to resolve blockers, manage dependencies, drive accountability, and maintain alignment with project timelines.
· Partnered with Finance and delivery leadership to monitor project budgets, actuals, forecasts, resource costs, and financial variances, ensuring project financials remained aligned with delivery plans.
· Identified and escalated budget, resource, and schedule variances, partnering with Finance and project leadership to develop corrective actions and mitigation plans.
· Managed onshore and offshore/global delivery teams, conducting weekly offshore status reviews and consolidating accomplishments, upcoming activities, risks, issues, dependencies, and blockers.
· Tracked offshore deliverables against the integrated project schedule and facilitated resolution of cross-team dependencies and delivery issues, escalating critical items when required.
· Consolidated offshore delivery updates into Planview, A3 reporting, RAID logs, and executive stakeholder presentations, providing consistent visibility across project governance channels.
· Collaborated effectively with Business Analysts, SMEs, technical leads, Finance teams, delivery leads, and senior stakeholders to validate project status and drive timely resolution of open items.
· Proactively identified resource capacity constraints, schedule risks, delivery dependencies, and project issues, working with appropriate teams to establish mitigation and recovery plans.
· Maintained accurate project governance artifacts, including integrated schedules, RAID logs, resource plans, financial trackers, action logs, decision logs, and executive status reports.
· Developed and maintained project budgets, generating regular budget reports comparing actual vs. forecasted costs across labor and non-labor components, and providing variance analysis to senior operations leadership.
· Established project governance standards and communication cadences, including consolidated weekly status reports submitted to CIO-level stakeholders using MS Power point, MS Excel, MS Project, Pivot analysis, Town Hall presentation materials, and peak change-control reporting across enterprise infrastructure programs.
· Led process improvement and automation efforts using CI/CD pipelines, Power BI dashboards, and workflow automation tools, streamlining RCA input collection, log export processes, and KPI reporting to reduce manual overhead and improve delivery velocity.
· Balanced and negotiated needs across multiple stakeholders, fostering buy-in from resistant parties by aligning IT delivery priorities with evolving business needs and cost-optimization objectives through regular Customer Steering Committee and leadership forums.
· Perform hands-on log monitoring using Dynatrace alerts, SolarWinds, Nagios XI and Splunk; monitor real-time log streams, configure threshold breaches, and investigate anomalies to enable proactive incident response.
· Work closely with QA teams to guarantee high-quality project deliverables; ensure technical teams follow best practices, coding standards, and architectural guidelines.
· Track and optimize project costs, timelines, and resource utilization; prepare consolidated status reports and KPI dashboards for CIO-level stakeholders.
· Work with vendors and external partners on technology implementations; support post-implementation reviews and continuous improvement initiatives.
· Implement best practices in project management, DevOps, and software development; champion CI/CD pipelines and automated log export workflows.

Client: Michael Kors Implementation Partner: Capgemini Duration: Oct 2021 – Feb 2023 Designation: Project Manager

Project: Leading IT Infrastructure Operations (Network and Windows Server support) and Service Delivery with a focus on end-to-end Operational effectiveness, Store operations, cost-efficiency, and continuous improvement across a diverse technology landscape.

Core Responsibilities:

· Led a global Scrum team of 10, delivering high-quality Network and Windows sustainment Production support operations, ensuring timely delivery and effective collaboration across distributed teams
· Facilitated Agile ceremonies: Daily stand-ups, sprint planning, reviews, retrospectives, and backlog refinement, fostering transparency and continuous improvement
· Collaborated with Product Owners to define sprint goals, estimate story points, and establish sprint backlogs with clear acceptance criteria
· Directed comprehensive project planning and execution using Planview, maintaining integrated timelines, key milestones, interdependencies, resource requirements, and delivery commitments.
· Oversaw project schedules across multiple workstreams, evaluating progress against baseline plans and addressing timeline slippage, resource gaps, and delivery constraints.
· Administered RAID governance, ensuring risks, assumptions, issues, dependencies, and action items were consistently documented, monitored, assigned, and resolved.

· Partnered with cross-functional teams to collect weekly progress updates and translate detailed delivery information into concise A3 status reporting for project governance and leadership review.
· Produced executive-ready PowerPoint presentations summarizing project health, accomplishments, upcoming milestones, financial performance, resource requirements, key risks, and areas requiring leadership attention.
· Facilitated leadership discussions around project performance, proactively communicating emerging concerns, critical dependencies, delivery impacts, and recommended corrective actions.
· Established effective project governance practices through recurring stand-ups, status meetings, RAID reviews, and action-item follow-ups across business and technology teams.
· Coordinated activities across Business Analysts, SMEs, technical teams, delivery leads, and business stakeholders to maintain alignment and support timely execution.
· Worked closely with Finance and project leadership to monitor budget utilization, actual expenditures, forecasts, resource costs, and financial variances throughout the project lifecycle.
· Reconciled financial performance with project delivery plans and resource requirements, identifying potential cost pressures and escalating material variances to leadership.
· Led coordination with offshore delivery teams, reviewing weekly accomplishments, planned activities, outstanding deliverables, risks, issues, dependencies, and impediments.
· Maintained visibility into offshore commitments by aligning team deliverables with the master project schedule and proactively addressing cross-functional dependencies.
· Consolidated information from multiple delivery teams into a single view of project performance across Planview, A3 reports, RAID trackers, and leadership communications.
· Worked proactively with workstream owners to identify potential delivery challenges and establish mitigation, contingency, and recovery actions before they affected key milestones.
· Monitored resource demand and capacity across project teams, highlighting potential staffing constraints and partnering with delivery leaders to address allocation challenges.
· Drove timely closure of project actions and decisions by establishing clear ownership, maintaining follow-up cadence, and escalating overdue or critical items when necessary.
· Maintained accurate project documentation and governance artifacts, providing stakeholders with reliable visibility into schedule, scope, resources, financials, risks, dependencies, and overall delivery health.
· Managed communication across geographically distributed teams, ensuring consistent information flow between US-based stakeholders and offshore delivery organizations.
· Supported delivery leadership with timely analysis of project trends, schedule performance, resource constraints, financial conditions, and emerging risks to facilitate informed decision-making.

Client: Inspire Brands Implementation Partner: Capgemini Duration: Feb 2020 – Sept 2021 Designation: Project Manager

Project: Managing IT Infrastructure Operations (Windows Server support – Bigfix patching, Network and End user support) and Service Delivery with a focus on end-to-end Operational effectiveness, Store operations, cost-efficiency, and continuous improvement across a diverse technology landscape along with coordination and continued support with and from L2 partners along with other stakeholders.

Core Responsibilities:

· Led cross-functional Infrastructure teams to ensure effective collaboration and on-time delivery
· Own end-to-end responsibility for IT operations and service delivery across all retail customer accounts, ensuring performance, governance, and quality delivery from both onshore (U.S.) and offshore (India) teams.
· Identify and mitigate risks such as downtime, security breaches, or hardware failures.
· Track project progress against KPIs and SLAs through the agreed contracts and subsequent reporting to several levels of leadership along with executives leveraging MS Project, Power point, Excel pivots, Jira dashboards, Power BI etc.
· Use tools like Microsoft Project, ServiceNow, or Jira for tracking and reporting monthly, quarterly and so-forth metrices and project report to internal as well as external stakeholders.
· Identified and mitigated risks, managed dependencies, and removed impediments to ensure smooth project execution
· Identified and implemented process improvements, aligning with best practices and stakeholder expectations
· Owned project scope, resource management, and timeline tracking across Infrastructure Operations delivery, preparing status reports for stakeholders and management using ServiceNow and Jira to ensure KPI and SLA adherence across retail client accounts.
· Managed risk identification, contingency planning, and impediment resolution, escalating issues beyond team control and maintaining workflow continuity across onshore U.S. and offshore India delivery teams to prevent service disruptions.
· Drove process improvement and workflow optimization by coaching teams in cross-functionality and self-organization, writing and refining user stories, and implementing best practices that improved team efficiency and delivery predictability.
· Define and document project scope, objectives, and success criteria; coordinate with development teams to ensure smooth software deployment and integration across Infrastructure Operations workstreams.
· Utilize Agile, Scrum, and Kanban methodologies; conduct risk assessments including downtime, security breaches, and hardware failure scenarios; develop contingency plans for critical systems.

· Perform hands-on log monitoring using Dynatrace, Splunk, and SolarWinds; monitor real-time log streams, configure threshold-based alerts, and investigate anomalies to enable proactive incident response.
· Apply API understanding to coordinate service integrations and ensure seamless connectivity between infrastructure management tools and business systems; oversee smooth handover and documentation for operational teams.
· Work closely with QA teams to guarantee high-quality deliverables; ensure technical teams follow best practices and architectural guidelines.
· Track and optimise project costs, timelines, and resource utilisation; manage procurement and negotiate vendor support contracts.
· Work with vendors and external partners on technology implementations; support post-implementation reviews and continuous improvement initiatives.
· Implement best practices in project management, DevOps, and software development; identify and implement process improvements aligned with best practices and stakeholder expectations.

Key Achievements / Impact:

· Improved team efficiency and predictability through consistent Agile ceremonies and backlog management
· Enhanced compliance and regulatory readiness across Medicaid and Medicare workflows
· Promoting Agile maturity by coaching teams and improving SAFe adoption across multiple ARTs
· Increased stakeholder transparency and decision-making efficiency through Agile metrics dashboards and reporting

Client: Brinker
Implementation Partner: Capgemini Duration: Jul 2018 – Jan 2020 Designation: Project Lead

Project: Leading IT Infrastructure Operations and Service Delivery for chain of retail Restaurant clients, with a focus on reliability, cost-efficiency, and continuous improvement across a diverse technology landscape.

Core Responsibilities:

· Own end-to-end responsibility for IT operations and service delivery across all retail customer accounts, ensuring performance, governance, and quality delivery from both onshore (U.S.) and offshore (India) teams.
· Managed the overall delivery and support lifecycle of PeopleSoft systems, including environment refreshes, security updates, and regular maintenance activities.
· Developed and monitored detailed project plans, identifying critical paths and resource constraints to maintain schedule integrity.
· Embedded CSI (Continual Service Improvement) practices into daily operations, aligning with ITIL standards and using business KPIs to drive meaningful change.
· Conducted monitoring setup based on log pattern analysis and threshold breaches, integrated with Solarwinds and Nagios for proactive alerting.
· Successfully decommissioned legacy systems and transitioned to scalable, cloud-based infrastructure, improving flexibility and reducing long-term operational costs.
· Lead and manage annual infrastructure budgets, including forecasting, cost tracking, and variance control across labor and non-labor components.
· Collaborated with Product Owners and global stakeholders to groom backlogs, define MVPs, and prioritize deliverables based on business value
· Developed and monitored detailed project plans, identifying critical paths, resource constraints, and schedule risks while managing annual infrastructure budgets including forecasting, cost tracking, and variance control across labor and non-labor components.
· Managed transition planning and lessons-learned integration during legacy system decommission and cloud migration, ensuring proper handover documentation and continuity protocols that preserved operational integrity throughout the transition.
· Coordinate with development teams to ensure smooth software deployment and integration; manage the full lifecycle of change requests following SDLC and CAB processes.
· Perform hands-on log monitoring: conduct monitoring setup based on log pattern analysis and threshold breaches; integrate with SolarWinds, Nagios, and Dynatrace for proactive alerting and real-time infrastructure observability.
· Utilize Agile, Scrum, and Kanban methodologies; conduct risk assessments and develop mitigation strategies ensuring audit readiness and regulatory compliance.
· Work closely with QA teams to guarantee high-quality deliverables; ensure technical teams follow best practices, coding standards, and architectural guidelines.
· Track and optimize project costs, timelines, and resource utilization; lead annual infrastructure budgets including forecasting, cost tracking, and variance control.

· Work with vendors and external partners on technology implementations; support post-implementation reviews and continuous improvement through CSI practices aligned with ITIL standards.
· Implement best practices in project management, DevOps, and software development; automate deployment and testing workflows, significantly reducing software release timelines.

Key Achievements / Impact:

· Improved team productivity and delivery predictability through Agile best practices and structured Scrum ceremonies
· Enhanced regulatory compliance and audit readiness for multi-currency payment workflows and ERP integrations
· Reduced defect turnaround time and improved quality of releases via automated testing and effective defect management
· Promoted Agile maturity and cross-team collaboration across onshore and offshore teams

Client: Bose Corporation Implementation Partner: Capgemini Duration: Jan 2017 – Jun 2018 Designation: Senior Consultant

Project: Managed the Global Service Desk and L1 Infrastructure monitoring along with close collaboration with other cross-functional teams—including ITSM, Network, Server, Cloud, End user computing and User Access Management.

Core Responsibilities:

· Gathered detailed business requirements from global stakeholders and provided guidance on business processes to the development team
· Closely collaborated with several cross-functional teams that include Network Engineers, DBAs, ServiceNow Developers, Service Desk staff (24x7), L1 monitoring, Disaster Recovery teams, and IT Project Managers.
· Managed and worked closely on Nagios XI configuration and management for Observability Operations.
· Spearheaded Nagios Overhaul Project for optimization of the tool and its functionalities along with Onboarding several additional features to increasing efficiency by 35%.
· Lead L1 troubleshooting efforts at monitoring team level to reduce the ticket escalations to different groups and ensure a 40% increase in FCR of the inbound tickets.
· Worked on RANCID network configuration management tool to ensure the Network devices’ backup is up to date and mitigation of any issues using basic Linux functions.
· Oversight of L1 monitoring and Global Service Desk teams — including mentorship, development, and performance reviews along with Conflict management and resolution within teams—ensuring alignment with business priorities and service expectations.
· Coordinated with application and infrastructure SMEs for incident resolution and root cause analysis.
· Participated in Major Incident Management and ensured effective communication with stakeholders.
· Oversee the monitoring and observability platforms, ensuring they provide effective tooling and visibility.
· Worked closely with the CCoE, development, and engineering teams to align observability practices with business needs and technical requirements.
· Lead Incident response efforts related to observability and monitoring, ensuring quick resolution and minimal impact.
· Research and implement best practices in cloud observability and Azure technologies to maintain a cutting-edge approach.
· Collaborated with technical and business teams to prioritize and deliver work effectively
· Drove the project team to build the best solution aligned with business needs
· Produced project plans, schedules, and coordinated all aspects including budget control
· Communicated with stakeholders regarding product roadmap, timelines, and status updates
· Evaluated time, cost, and quality of team deliverables, ensuring stakeholder satisfaction throughout the project
· Produced project plans, schedules, and budget tracking, coordinating all aspects of Global Service Desk and L1 monitoring delivery including scope control, resource management, and stakeholder communication on product roadmaps and delivery timelines.
· Identified and resolved operational inefficiencies including spearheading the Nagios XI Overhaul project that improved monitoring efficiency by 35% and implemented L1 troubleshooting protocols that increased First Call Resolution (FCR) by 40%.
· Leveraged advanced reporting and analytics tools including Power BI and observability platforms (SolarWinds, Splunk, Dynatrace) to deliver real-time dashboards and data-driven insights supporting management decision-making.
· Define and document project scope, objectives, and success criteria; manage and prioritize technology-driven projects for Global Service Desk and L1 Infrastructure monitoring delivery.
· Coordinate with development and engineering teams to ensure smooth software deployment and integration; align observability practices with business needs alongside CCoE, development, and engineering teams.

· Perform hands-on log monitoring: manage and configure Nagios XI, Dynatrace, Splunk, and SolarWinds for real-time log analysis, threshold-based alerting, and infrastructure health observability; spearheaded Nagios Overhaul Project improving monitoring efficiency by 35%.
· Manage Dynatrace alerts and monitoring: oversee observability platforms ensuring effective tooling and visibility; lead incident response efforts related to monitoring, ensuring quick resolution and minimal business impact.
· Apply API understanding to coordinate integrations between monitoring platforms and ITSM tools; worked on RANCID network configuration management tool ensuring network device backup integrity using Linux functions.
· Utilize Agile, Scrum, and Kanban methodologies; conduct risk assessments and develop mitigation strategies through regular risk response and review meetings.
· Work closely with QA teams to guarantee high-quality deliverables; continuously assess and improve performance, reliability, and efficiency of cloud-based applications and services.
· Track and optimize project costs, timelines, and resource utilization; implement best practices in project management, DevOps, and software development.
· Work with vendors and external partners on technology implementations; support post-implementation reviews and continuous improvement through runbook development and knowledge-transfer activities.

Key Achievements / Impact:

· Ensured regulatory compliance (HIPAA) while optimizing workflow and operational efficiency. Delivered high-quality MVPs in each cycle, accelerating business value realization.
· Enhanced stakeholder communication and satisfaction through consistent updates, progress tracking, and risk management.
· Facilitated cross-functional collaboration, ensuring seamless coordination between business and technical teams.

Client: L’Oreal
Implementation Partner: Capgemini Duration: Apr 2016 – Dec 2017 Designation: Consultant

Project: Led Global Service Desk, Infrastructure monitoring and Collaboration team for the elite client operating from cross locations and coordination with Onsite L2 Service Desk team, with a focus on reliability, cost-efficiency, and continuous improvement across a diverse technology landscape.

Core Responsibilities:

· Own end-to-end responsibility for IT operations and service delivery across all retail customer accounts, ensuring performance, governance, and quality delivery from both onshore (U.S.) and offshore (India) teams.
· Prepared the weekly data to represent the Service Desk data on Monthly Business Review meetings.
· Improved the MTTR and FCR by 10% each quarter for three continuous quarters and received the Milestone award for consistent performance.
· Actively got engaged in Major Incident identification and reduction with the collaboration and coordination with technical teams.
· Escalated the issues to vendors as well as internal teams to ensure timely resolution and meeting the defined SLAs.
· Drove process improvement initiatives by streamlining Knowledge Base article management and training programs, improving MTTR and FCR by 10% each quarter over three consecutive quarters, and earning a Milestone Award for sustained performance excellence.
· Managed stakeholder communication and conflict resolution across onshore U.S. and offshore India teams, coordinating Major Incident identification and escalation with technical teams while maintaining client contacts and ensuring timely SLA-compliant resolution.
· Define and document project scope, objectives, and success criteria; own end-to-end responsibility for IT operations and service delivery across cross-location retail accounts.
· Coordinate with development and technical teams to ensure smooth software deployment and service continuity; manage vendor escalations to ensure timely SLA-compliant resolution.
· Perform hands-on log monitoring and operations experience: monitor infrastructure and service health using observability platforms; conduct real-time log analysis to enable proactive incident identification and reduction.
· Apply API understanding to coordinate service integrations and ensure seamless connectivity between Service Desk tools (ITSM) and infrastructure monitoring platforms.
· Utilize structured service management methodologies; conduct risk assessments and escalate issues to ensure timely resolution within defined SLAs.
· Work closely with QA teams and service quality functions; ensure technical teams follow best practices including Knowledge Base documentation management ensuring 100% up-to-date Knowledge Base.
· Track and optimize project costs, timelines, and resource utilization; prepare weekly status reports and Monthly Business Review data for senior management.

Key Achievements / Impact:

· Improved team productivity and delivery predictability through Agile best practices and structured Scrum ceremonies
· Enhanced regulatory compliance and audit readiness for multi-currency payment workflows and ERP integrations
· Reduced defect turnaround time and improved quality of releases via automated testing and effective defect management
· Promoted Agile maturity and cross-team collaboration across onshore and offshore teams.

Client: AT&T
Implementation Partner: HCL Tech Duration: Jul 2014 – Apr 2016 Designation: Senior System Analyst

Project: Led system operations and analytics initiatives for major retail and banking clients, overseeing server infrastructure, network maintenance, batch job scheduling, and performance monitoring. Delivered high availability, data-driven insights, and seamless collaboration with vendors to meet critical SLAs.

Core Responsibilities:

· Own end-to-end responsibility for IT operations and service delivery across all retail customer accounts, ensuring performance, governance, and quality delivery from both onshore (U.S.) and offshore (India) teams.
· Led Infrastructure monitoring team ensuring round the clock monitoring of the Infra – Servers, Network devices, services and ensuring proper escalation to avoid any potential failure.
· Monitored infrastructure and network health using advanced platforms like Splunk, Dynatrace, SolarWinds, and Nagios XI, enabling proactive issue resolution and reduced downtime.
· Utilized Power BI, Tableau, to deliver real-time operational analytics and business intelligence dashboards tailored to retail and financial clients.
· Implemented predictive analytics and incident trend reporting to reduce recurring outages and support faster root cause analysis (RCA) and long-term fixes.
· Coordinated with vendors such as AT&T, Verizon, T-Mobile, Colo Exchange DCs etc. for network escalation, circuit issues, and outage resolution—ensuring communication channels remained compliant with SLA standards.
· Developed standardized reporting on monitoring solutions, Nagios XI Overhaul for detailed monitoring solutions, server uptime, and resource utilization, aligning IT performance with business goals.
· Authored and maintained technical documentation, SOPs, and incident playbooks for quick onboarding and operational continuity.
· Multiple client and In-house appreciations and acknowledgements on architecting several modern solutions to enhance the monitoring capabilities for cutting edge Infrastructure solutions.
· Utilized advanced Excel, Power BI, Tableau, and Nagios XI dashboards to deliver standardized executive-level reporting on server uptime, resource utilization, and incident trend analysis, aligning IT performance metrics with business goals for retail and banking clients.
· Authored and maintained technical documentation, SOPs, and incident playbooks, ensuring rapid onboarding of new resources and operational continuity across 24x7 infrastructure monitoring environments supporting major retail and banking accounts.
· Applied predictive analytics and incident trend reporting to reduce recurring outages and support faster root cause analysis, implementing proactive monitoring solutions that improved infrastructure reliability and reduced manual escalation overhead leveraging tools like MS Project, Power point, Excel, Word, pivots in excel etc.
· Define and document project scope, objectives, and success criteria; manage and prioritise technology-driven projects for major retail and banking clients.
· Coordinate with development teams to ensure smooth software deployment and integration; author and maintain technical documentation, SOPs, and incident playbooks for rapid onboarding and operational continuity.
· Perform hands-on log monitoring using Dynatrace, Splunk, SolarWinds, and Nagios XI; conduct real-time log analysis, threshold-based alerting, and trend-based RCA to enable proactive issue resolution and reduce downtime.
· Manage Dynatrace alerts and monitoring: leverage Dynatrace observability dashboards for infrastructure health tracking, alert threshold configuration, and proactive incident detection across server and network environments.
· Apply API understanding to architect monitoring solutions; develop standardized reporting integrations and coordinate with vendors (AT&T, Verizon, T-Mobile, Colo Exchange DCs) for network escalation, circuit issues, and outage resolution.
· Utilize Agile and ITIL-aligned methodologies; conduct risk assessments and implement predictive analytics and incident trend reporting to reduce recurring outages.
· Work closely with QA teams and cross-functional partners to guarantee high-quality deliverables; ensure technical teams follow best practices and architectural guidelines.
image1.png




image2.png




image3.png
@i \°MP,




