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📞 (901) 300-6438 | ✉️ dhanunjay562@gmail.com |
💼 ServiceNow Architect / Developer
Summary : 
ServiceNow Architect / Developer with over 13 years of progressive experience in the design, development, and administration of ServiceNow platforms across ITSM, ITOM, HRSD, and ITBM modules. Proven expertise in leading end-to-end implementations, integrating enterprise applications, automating workflows, and optimizing service delivery for large-scale organizations. Strong communicator and collaborator with a focus on continuous improvement and ServiceNow best practices. Developed custom applications for asset lifecycle management and vendor onboarding using Flow Designer and App Engine. Configured Discovery and Service Mapping for over 2,000 CIs improving CMDB accuracy by 30%. Implemented multi-level approvals and SLA automation to enhance incident resolution efficiency.

Technical Skills 

	Modules
	ITSM, ITOM, HRSD, ITBM, CSM, Discovery, Service Catalog, CMDB

	Tools
	Flow Designer, IntegrationHub, Orchestration, MID Server, Performance Analytics

	Languages
	JavaScript, GlideScript, HTML, CSS, AngularJS


	Integrations
	REST, SOAP, LDAP, SSO, Azure AD, SCCM, Jira, Splunk

	Cloud Platforms
	AWS, Azure, ServiceNow Cloud	

	Reporting
	Performance Analytics, Dashboards, Reports



Projects :

California Department of Technology, Sacramento, CA (Remote)
ServiceNow Architect 
Jan 2022 – Present

Responsibilities :

Led architecture and implementation of ServiceNow ITSM and ITOM modules for statewide digital transformation initiatives.
Integrated ServiceNow with Azure AD, SolarWinds, and SCCM for automated CMDB updates and incident correlation.
Developed custom applications for asset lifecycle management and vendor onboarding using Flow Designer and App Engine.
Configured Discovery and Service Mapping for over 2,000 CIs improving CMDB accuracy by 30%.
Implemented multi-level approvals and SLA automation to enhance incident resolution efficiency.
Developed dashboards using Performance Analytics to monitor service performance and uptime.
Migrated legacy data from Remedy to ServiceNow ensuring 99% data integrity and compliance.
Collaborated with security teams to enforce role-based access and CMDB audit compliance.
Optimized catalog workflows reducing manual intervention and improving turnaround time by 25%.
Mentored 5 junior developers and implemented CI/CD pipelines using GitHub and ServiceNow Studio.

Mastercard ( San Francisco, CA )
ServiceNow Developer 
August 2018-Dec 2021

Responsibilities :
Implemented ITSM, ITOM, and GRC modules across multiple business units with full lifecycle ownership.
Automated incident and change processes integrating ServiceNow with Splunk and Jira.
Developed custom UI policies, business rules, and script includes for dynamic form behavior.
Enhanced performance of CMDB reconciliation and discovery schedules.
Configured MID Servers for secure integrations and orchestrations across datacenters.
Built end-user service catalog with over 150 items and automated provisioning flows.
Created analytics dashboards for SLA, incident, and change KPIs using PA widgets.
Led release management activities using Update Sets and ensured version control.
Collaborated with stakeholders for requirement gathering and agile sprint planning.
Conducted ServiceNow upgrade planning and regression testing for multiple releases.

Cabinet for Health and Family Services ( Frankfort, KY )
ServiceNow Developer 
June 2016 – Jul 	2018

Responsibilities :
Developed and maintained ITSM modules including Incident, Problem, Change, and Request.
Integrated ServiceNow with LDAP, SAP, and monitoring tools for streamlined operations.
Implemented Knowledge Management and Service Catalog enhancements improving user adoption.
Developed scoped applications for claims and policy management processes.
Created automated workflows using Flow Designer and Notifications for SLAs.
Configured Service Portal widgets and UI scripts for an enhanced customer experience.
Supported CMDB maintenance, ensuring alignment with infrastructure updates.
Implemented custom inbound email actions and event-driven triggers for automation.
Participated in Agile ceremonies and sprint-based delivery model for ServiceNow releases.
Provided end-user training and documentation to improve platform adoption.

T. Rowe Price ( Colorado Springs, CO )
ServiceNow Developer 
May 2015 – May 2016

Responsibilities :
Implemented core ITSM modules focusing on Incident, Change, and Problem Management.
Developed business rules and UI policies for ticket automation and compliance checks.
Integrated ServiceNow with Active Directory and SCCM for asset management.
Created dashboards and reports for IT executives to monitor SLA adherence.
Assisted in migration from legacy ticketing system to ServiceNow platform.
Developed catalog items and fulfillment workflows for internal IT services.
Configured notifications and escalation rules for major incident management.
Supported ServiceNow platform upgrades and module testing.
Automated assignment rules reducing manual workload for IT teams.
Provided L2/L3 support and resolved platform issues in coordination with global teams.

Transamerica (Denver, CO) 
ServiceNow Administrator / Developer 
Aug 2014 – May 2015

Responsibilities : 
Administered ServiceNow platform and configured core modules for enterprise use.
Developed scripts, UI actions, and catalog workflows to automate ITSM processes.
Maintained CMDB accuracy and created data import sets for asset management.
Customized Service Catalog forms and approval workflows per business requirements.
Provided ongoing platform maintenance and release management support.
Integrated ServiceNow with monitoring tools and LDAP authentication systems.
Built custom reports and dashboards for performance tracking.
Participated in ITIL process alignment and documentation.
Collaborated with cross-functional teams to support ServiceNow enhancements.
Provided end-user training and Level 2 technical support.




FedEx Services  (Memphis, TN) 
ServiceNow Developer 
May 2012 – Apr 2014

Responsibilities : 
Implemented and supported core ITSM modules (Incident, Problem, Change, Service Catalog) for enterprise-wide IT operations.
Automated ticket routing, prioritization, and escalation using SLAs and business rules, reducing manual intervention.
Integrated ServiceNow with monitoring tools to enable automated incident creation and faster issue response.
Developed custom workflows and approval processes aligned with ITIL standards for change management.
Configured and maintained CMDB records to ensure accurate tracking of infrastructure and application assets.
Built and enhanced Service Catalog items with automated fulfillment workflows for IT service requests.
Developed client scripts, UI policies, and script includes using JavaScript and Glide APIs to improve user experience.
Created scheduled jobs and inbound email actions to streamline request and incident processing.
Generated dashboards and reports to monitor SLA compliance, incident trends, and operational KPIs.
Supported platform upgrades, patch releases, and provided L2/L3 support to maintain system stability and performance.

