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Shabbir Mohammed

ServiceNow Developer |teja@masitlabs.com| +1  214-217-5944
SUMMARY:

· 10+ years of experience in ServiceNow Analysis, Development, Maintenance, Support, Admin.

· Extensive experience in ServiceNow development, specializing in the Automation Module with GenAI integration, handling Service Catalog Requests, Incident Management, Knowledge, Management, Configuration Management, Problem Management, Change Management.

· Broad implementation experience with numerous global clients in developing the ServiceNow suite, including Access Management, Asset Management, ITSM, ITBM, ITOM, CMDB, HRSM, Web Services, and Software Asset Management.

· Proficient in IT service management (ITSM) and ITIL business processes, ensuring the maintenance and monitoring of service level agreements (SLAs).

· Extensive experience in ITSM, Process Mining, Now Assist, Request Management, Predictive Intelligence, leveraging ServiceNow capabilities to optimize business workflows.

· Worked on JavaScript, UI development, SQL, HTML, and CSS, understanding of ITIL processes to enhance IT service management.

· Experienced in various SDLC, Requirement Analysis, Design, Code Construction, and Testing.

· Advanced skills in ServiceNow suite development, SOAP/REST integration, Web services, Workflow, CMDB.

· Creating Access Control Rules (ACLs) using ServiceNow scripting tools to automate routine tasks.

· Proficient in designing, developing, customizing, and administering ITSM suite applications.

· Proficient in developing requirements documentation, project artifacts, and process documentation, ensuring structured and efficient project execution.

· Experienced in automating IT, business processes operation management using Orchestration.

· Worked on multiple versions of ServiceNow, from Geneva to Tokyo.

· Proficient in customizing Reports, Email Notifications, and Inbound Email Notifications.

· Experienced in integrating third-party Office 365, SharePoint, Jira, Salesforce with ServiceNow.
EDUCATION & CERTIFICATIONS: 

· Master of Science in Business Intelligence and Analytics, 2024

· Bachelors in Electronics & Communication Engineering. 2014

· ServiceNow Certified System Administrator
· Certified Implementation Specialist – ITSM
TECHNICAL SKILLS:

	ServiceNow
	ITSM, ITAM, ITOM, HRSD, Custom Applications, Service Portal and Integrations Service-now Development & Implementation, AI-driven Automation Solutions,

	Tools & Technologies 
	Java Script, HTML5, CSS3, SQL, REST & SOAP Web Services, MID Server

	IT Service Management
	Incident Management, Change Management, Problem Management, Knowledge Management, Service Catalog, Request Management

	Data management
	Worked with Data Source, Import Set, Transform Maps, Transform Map Script. Experience in Configuration of LDAP, CMDB Data Management, Scheduled Data Imports

	Versions
	Tokyo, Vancouver & Washington


PROFESSIONAL EXPEREINCE

Couloir, Delaware







Jan ’24- Current

Senior ServiceNow Developer

Led the design and development of AI-driven automation, integrations in ServiceNow, including Now Assist, ITSM, ITOM modules, with a strong focus on workflow optimization, predictive analytics, and process mining.

Responsibilities:

· Designed, developed, and implemented AI-driven automation solutions within the ServiceNow platform, specializing in the Automation Module with GenAI experience.

· Leveraged Generative AI technologies to enhance automation capabilities, streamline processes, and deliver actionable insights, such as workflow optimization, anomaly detection, and predictive analytics.

· Collaborated with stakeholders to gather requirements, translating them into technical specifications and AI-driven solutions.

· Integrated NOW Assist with ITSM and ITOM modules, enabling AI-driven recommendations for incident resolution and change management.

· Designed and implemented Now Assist for intelligent IT service automation, enabling predictive insights and reducing ticket backlogs.

· Developed REST API integrations to fetch and analyze historical ticket data, feeding NOW Assist AI models for enhanced accuracy.

· Develop, maintain custom ServiceNow applications, integrations focused on automation.

· Developed automated KB article publishing workflows, ensuring real-time documentation updates from resolved incidents and known errors.

· Utilized Process Mining techniques to analyze existing ITSM workflows, identify bottlenecks, and implement data-driven improvements.

· Apply ITIL v3 practices to align ServiceNow solutions with standardized service management processes.

· Produced Technical Design Documents detailing application architecture.

· Engaged in discussions with teams to meet business, technical requirements.

· Worked with Admin and DBA to integrate external and internal systems using SMTP (EMAIL), MID Server, and Web Service, involving construction, integration testing, transform mapping, security authentication, and transform scripting for inbound and outbound processes.

· Address issues such as database downtime, external service unavailability, specific service outages.

· Maintained Service Level Agreement (SLA) and monitored SLA Workflow.

· Created Knowledge articles to document the steps in creating catalog items.

· Worked with Business Analyst to create, modify Service Catalogs, Request workflow designs.

· Created Catalog Client scripts and UI policies to make client-side changes.

· Daily and weekly jobs to push data into the application using Import Sets and Transform Maps.

· Customized CMDB dashboards and reports, providing stakeholders with insightful visibility into IT assets, relationships, and dependencies.

· Contributed to the implementation and customization of the ServiceNow platform, focusing on CSM and its integration with Incident, Problem, and Change management.

· Collaborated with customer service teams to define and implement service level agreements (SLA) and performance metrics, enhancing service quality and responsiveness.

· Participated in UI development within ServiceNow using JavaScript, Glide Script, UI Policy. 

· Utilized Glide Servlet Glide System, Glide Form, Glide Ajax for asynchronous processes.

· Extensively debugged client-side scripts alert, errors, performed JavaScript debugging.

· Ensured compliance with Global Market security policies, managed the process Gateways.

· Integrated third-party tools such as Office 365, SharePoint, Jira, and Salesforce with ServiceNow, leveraging APIs and web services to streamline workflows, enhance data synchronization, and improve overall system efficiency.

· Managed CMDB, Asset Management, data migration to import data from other applications.

· Design email templates business rules, email notifications for Control, Alert, Incidents. 
· Written business rules to prevent empty configuration CMDB after discovery tool scheduled jobs.

Lightning Insights, India 






June ‘20 – Aug ‘22

Lead ServiceNow Developer (BIRD Analytics)

Led the end-to-end implementation and customization of core ITSM modules, Service Catalog, and CSM in ServiceNow, including workflows, UI development, integrations (SOAP/REST), and automation using scripting. Managed data imports, ACLs, MID server configuration while collaborating on testing, role-based access, and client-specific enhancements.

Responsibilities:

· Implemented Incident, Problem, Change, and Knowledge Management.

· Designed workflows for Change Management and various homepages for Admin and ITIL users.

· Design the Workflow, Flow Designers to manage the Process after Catalog Items submitted.

· Developed, modified UI pages, widgets, portals using JavaScript, HTML, CSS, UI policies 

· Designed, configured ServiceNow integrations, XML, REST, SOAP web services, secure data.

· Developed various scripts, Client Scripts, Business Rules, Script Includes, UI Scripts, and UI Policies.

· Customized table forms using UI Policies, Client Scripts, and UI Actions.

· Implemented Data Sources, created transform maps to import data into ServiceNow 

· Customized Incident/Problem/Change/Service catalog applications using Business rules, Client scripts, Workflows.

· Responsible in building Catalog items and Record producers, building SLA and generating Reports

· Defined users, groups and roles and providing accessing permissions

· Participated in validating Form and Table level using UI Policies.

· Worked on Import, export, Update sets, Created Email notifications and Email Templates.

· Created Scheduled script jobs and Scheduled generation and distribution of reports.

· Built Reports, Homepages, and dashboard grant access to the users with specific roles.

· Used Transform maps to import Data to Configuration Management.

· Created ACLs for field level and table level security.

· Created the Scheduled Data Import and attached the Data Source.

· Involved in creation of View Rules to restrict the view changing capability for specific role users.

· Field level and Form level validations by Client Scripts.

· Implemented the CSM for end user’s interaction with ServiceNow.

· Worked with the Workflow Scripting's and Error handlings.

· Involved in the development of Data lookup rules and Assignment rules.

· Moving of update set from instance to instance, resolve the errors and warnings related to the update set by skip or commit those.

· Configured the LDP Server and MID Servers to maintain the User and Group Details.

· Worked with ITBM modules, Demand Management, SDLC Agile 2.0 and Project Management.

· Utilized SOAP and REST web services for integrating different ServiceNow instances.

· Participated, implementation Core Setup, Knowledge, Business Services, Self- Service, user data.

· Executed end-to-end Service Catalog implementation, created record producers, designed pages.

· Defined workflows for Service Catalog items, approvals, and dynamic tasks in ServiceNow.

· Performed various customizations in ServiceNow according to client requirements.

· Worked with XML data structures to process and import/export data in ServiceNow.

· Worked with the ServiceNow workflow editor to develop workflows.

· Collaborated with team members to execute various functional test cases.

· Participated in meetings, discuss enhancement. modification requests.

Sriyam Software Solutions, India 





Feb ‘16 – May ‘20

ServiceNow Developer

Responsibilities:

· Developed customized reports, inbound email notifications, adding schedules to reports.

· Created custom tables and fields, configuring Access Control Lists for them.

· Utilized UI Actions to create buttons and context menus on forms.

· Demonstrated strong verbal and written communication skills, interacting effectively with clients and end-users, gathering requirements, and analyzing solutions.

· Integrated ServiceNow with external SOAP and REST-based web services.

· Created custom notifications to support expiring service accounts and certificates.

· Involved in LDAP integration with ServiceNow for user and group management.

· Redesigned workflows using the ServiceNow workflow editor, simplifying complex workflows.

· Created workflows for catalog items and record producers.

· Fully customized reports, email notifications, and inbound email notifications.

· Created dashboards according to business requirements.

· Worked on the Governance, Risk, and Compliance (GRC) application.

· Collaborated with the GRC team to develop GRC solutions.

· Implemented, configured, onboarded, and administered GRC plugins.

· Developed custom ServiceNow applications for managing Enterprise Service Account and Certificate Management CMDB.

· Managed CMDB data using web services, scheduled imports and exports, Transform maps.

· Created, implemented data, transform maps to import data to ServiceNow from various sources.

Kofluence, India 






Jun ‘14 – Jan ‘16
ServiceNow Developer

Responsibilities:

· Managed users, roles, and groups using the platform's User Administration module.

· Managed role-based access for catalog items, modules, and reports.

· Customized the Incident Management Application, handling both Normal and Major Incidents.

· Implemented Problem Management, Incident Management, Change Management, Service Catalog Management, Knowledge Management, Email Notifications.

· Engaged in ServiceNow development, customization, and administration.

· Developed workflows using JavaScript, ServiceNow-specific APIs, Glide System, Glide Ajax.

· Built tabular and graphical reports on incidents, changes, and SLA breaches.
· Created workflows for Service Catalog items and Knowledge articles in ServiceNow.

· Developed Order Guides and complex workflows for firm-wide catalog items.

· Created Scoped Applications based on requirements.

· Worked on UI Policies, Data Policies, Script Includes, UI Macros Scripts as per customer data.
· Developed UI Macros and Validation Scripts.

· Wrote Catalog Client Scripts and UI Policies for client-side changes in the Service Catalog.

· Enhanced the ServiceNow application for improved user-friendliness and user experience.

· Administered ServiceNow processes including User and Group management.

· Imported Configuration Items using Import Set tables, streamlining workflows in ServiceNow.

· Troubleshot and resolved various automation issues.

· Troubleshot minor UI issues and form field visibility based on UI policies.

· Worked with different types of variables and variable sets.

