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Nikhil Prashar
Career Summary

ITIL V3 Foundation Certified, 
12+ years of experience in IT industry 

Experienced in Process Leading, Incident, Problem & Service Management Operations and BPO Operations
CAREER OBJECTIVE

With a strong intelligence and imbibing the experience with people. In the coming years, I see myself engaged in IT Industry working as an IT Service Management Professional. My efforts would be to bring out my potential, learn and achieve corporate objectives, I am working for.
PROFESSIONAL EXPERIENCE 
 In2ittechnologies PVT LTD 
 Liquid Telecom SA
 Joining: 6th May 2019 – Till now

Designation – Deputy Manager Operations / Critical Incident Manager 
· Managed a diverse work staff of over 40 employees in daily operations.
· Responsible and accountable for the coordinated management of multiple related projects directed toward business and other organizational objectives.

· Build credibility, establish rapport and maintain communications with stakeholders at multiple levels, including those external to the organization.

·  Tracking, monitoring, reporting status to management (Executive directors and VPs), quality assurance, performance management.
· Monitored overall performance of center teams, ensuring goals were met and barriers to performance were addressed.
· Devised and implemented strategies to improve program performance and participation; promptly addressed performance deficiencies.
· Collaborated with operations team to ensure operation services were provided in a high quality and timely manner.
· Educated and trained employees in development, design and delivery of training for staff, while improving performance and refining systems and procedures for conducting work; effectively analyzed extensive amounts of customer and operational data.
· Incident Management of High Severity Incidents. Outage Management 
· Initiating bridge calls drive communication and teams to ensure uptime of Infrastructure with in service level. Co-ordinate with different teams to get issue resolve with in SLA.
· Prepare daily ops reports & calls.
· Implemented and improved user workstation tracking system that resulted in 100% accountability and a faster turnaround time of 24 hours.
· Met daily deadlines to provide time sensitive customer and operational feedback to clients.

· Resolved customer issues by finding immediate solutions increasing customer confidence and decreasing escalations to the executive office. Excelled at improving overall customer satisfaction.
HCL Technologies PVT Ltd – From 2011 till 2019
Designation – Team Lead Operations
Profile – Service Manager – SMOC Critical Incident Management

Project: H&M 

Designation – Incident Manager / Team Lead Operations
· Overseeing, facilitating and administering ITIL based service support and technical account management in the coordination of incident ownership and customer account management on a 24x7 basis.
· Responsibilities include the management and oversight of service level management, creating user training documentation, customer management, formulate and document business requirements and communications at various levels during service engagements from tactical to strategic. 
· Acting as Major Incident Manager to provide guidance and recommend optimal business practices, system functionality and behavior.
· Responsible for planning and managing the operational activities of IT helpdesk team to ensure that the customer service is in line with the customer requirements.

· Promoted environment of continuous customer service improvement; rolled out new methodology for collecting SD performance statistics, providing more accurate results when we track service level agreements.

· ITIL process definitions and implementation. Responsible for increasing the effectiveness and efficiency of helpdesk service by developing and implementing improvement processes. Implemented necessary changes to align the process according to ITIL guidelines.

· Overall SLA management.

· Shared industry knowledge and insight by facilitating weekly discussions for continual improvements. Presented weekly, monthly & quarterly reports to the client.

· Ensure high quality service to both internal and external customers through effective maintenance of IT policies and procedures.

· Innovative ideas – Values adds - Encourage innovative ideas that has direct impact on resources, revenues without any disturbance in the existing services, making sure that VCI index is achieved. 

· Cross verification of the reports submitted by the PMO like VOC reports, Daily MIS, Pending Tickets reports.
· Ensuring Process, Procedure and Work Instructions documentation is up-to-date.
Project: Dowjones 
Designation – Incident Manager

· To ensure that all incidents should be handled in an effective manner throughout its lifecycle and coordinate with the client to obtain full understanding of the problem and provide resolution to the client’s satisfaction.

· Ensuring that the Incidents are restored on time and thereby meeting the SLA agreed with the customer by effective follow up with the Engineers to avoid SLA violation, Timely status updates of the tickets and assisting them by coordinating with various teams and individuals.

· Responsible for ensuring the quality, accuracy and timely resolution of all Incidents & Problems and ensuring RCA for Severity Incidents.

· Audit Incident and SLA violated tickets on Work Log Quality, timeliness and highlighting the improvement areas of engineers

· Prepare Trend Analysis and Performance Reports on Daily, Bi-weekly and Monthly basis to keep a track of team / individual performance and suggest areas of improvement.

· Handle Bridge Conference for Severity 1 incidents and ensure that issue should be handled in liaison within the SLA timelines and provide regular updates to all concerned participants.
· Worked on different consoles of Service Now Tool to understand the full functionality and report extraction for Incidents.
· On call support during weekends and holidays as needed.
· Documenting the events during an incident in a log.
· Assist as a coordinator during data center rallies which involve a lot of changes during a compressed time frame 1 weekend a month.

iYogi Technical services PVT.LTD 2007 till 2011
Profile
: Technical consultant  
Area of Specialization
: Incident/Service Mgmt. - IT Operations
Project: Multiple Projects 

· Successfully handled various technical issues as Level-3 Engineer. 

· Led a team of 5 Subordinates (Level-1 Technicians), provided them with a brief Action Plan to resolve problems to their maximum capability, motivated them to achieve set targets and assisted them to improve technically.

· Instrumental in delivering Triages and Team Meetings aimed at team coordination and team work spirit in order to acknowledge technical & process queries. 

· Holds the distinction of managing the entire gamut of Team management activities including holding daily team briefings, monitoring attendance, undertaking daily / weekly analysis of data and obtaining feedback for any positive or negative deviation; excellent track record of managing attrition and team discipline. 

· Successfully attained the set process targets related to AHT, Utilization, CSAT, Sales Conversion, Revenue, etc. 

Prepared & maintained reports on Subordinates AHT, Resolution Rate, Number of Sessions Taken, etc. to groom Subordinates to get the best out of them.

· Played a key role in understanding measures, definitions and impact of various metrics such as Attrition, Conversion, Revenue, Abs%, Login Hours, Occupancy, Utilization, Service Level, Abandon %, Refund/Chargeback and CSAT. 
ACADEMIC QUALIFICATION
· B.Sc. IT - 2010

· ITIL Foundation Certified 2015.

· HCL certified CIM (Critical Incident Manager).

· Perusing PMP Project Management Professional.
SKILL SET

· Strong people management skills with proven abilities in leadership.

· Ability to focus on customer’s needs and deliver them consistently.

· Excellent verbal & written communication skills.

· High level of energy and ability to energize others.
PERSONAL PROFILE

Date of Birth



:
March 15th, 1985
Father’s Name



:
Shri. Ashok Prashar
Mother’s Name



:
Smt. Sunita Sharma
Marital Status



:
Married
Nationality



:
Indian                          

Language Proficiency


:
English and Hindi
Hobbies




:
Gaming & Driving.



