PUNEET XXXX
Mobile. +91-99********, 98********
Email Id- 84.puneet@gmail.com
Professional Synopsis
A dynamic, team spirited and performance driven professional, having 8 years of rich experience in IT Field. An ITIL V3 Certified Professional. Currently associated with XXXX Ltd as an IT Operations Manager (Managed IT Services), deputed at XXXX, Gurgaon responsible for Level-2 Escalations, SLA and managing the IT Infrastructure of ABC, Ability to drive and implement IT Projects to their timely closure.
Objective
Seeking a better & responsible position in an organization that provides me an opportunity to enhance my personal and professional skills in conjunction with goals and objectives of an organization.
Primary Skills
· IT Operations / IT Service Management.
· End User Support Management.
IT Skill Set
Operating System: Windows XP/7/2003/2008/Linux.
Mail Clients: IBM Lotus Notes, Microsoft Outlook.
Networking: LAN, WAN, VPN, Wireless.
Applications: NAP, SCCM, LiveMeeting, DLO, Safe boot.
ITIL Process/Process: CA Unicenter Tool, Incident Management, Change Management, Problem Management, working knowledge of ISO 20000 / 70.
Professional Qualifications
· 1.5 yrs Diploma in Computer Hardware & Networking from Institute1.
· (MCP) Microsoft Certified Professional.
· (M.C.S.A) Microsoft Certified System Administrator.
· (ITIL V-3) Foundation Certified.
Trainings Attended
· Leadership Program
· Service Excellence Program.
· Business Communication Skills.
· Presentation Skills.
· Customer Centricity.
· ITIL-V3
· LEAN
Work Experience
· Since Dec’XX-Till Date in XXXX Ltd, Gurgaon Site Worked- (XXXX) as IT Operations manager
· Prior Profile – IT Manager (XXXX Technologies).
· Apr ’XX – Nov’XX in XXXX Ltd, Gurgaon Site Worked- XXXX as Facilities Management Engineer/ Critical support engineer.
· Oct’XX – Feb’XX in XXXX. as Customer Support Engineer
Work Experience
Organization: XXX Ltd Gurgaon
Position Held: Operations Manager (XXXX)

Key Responsibilities
· Deputed as Airport Operations Manager and taking care of IT Operations of XXXX
· Responsible for Level-2 Escalations pertaining to Networks, End User Devices, Applications at the Airports.
· Managing Team Size of 80+ engineers (Desktop Operations) at PAN India Airports & Team Lead (Airport Operations + Service Desk).
· Managing 24*7 Service Desk as a part of Service Desk Management.
· Ensuring that service delivery takes place based on the Service level agreements.
· Keeping track of critical or major incidents and sharing RCA with customers.
· Ensuring Prompt communication to all users in case of any Major failure or breakdown.
· To execute & implement IT Projects at Airports and ensure its timely closure.
· Handling Weekly Ops Review meeting with client.
· To ensure that service norms committed to the customer are met.
· Ensure all the customer complaints/issues are identified, to prepare Action plan for all Complaints received and drive till closure along with PM.
· Review performance with the customer periodically during on-going phase. Ensuring smooth operations for all systems across the IT teams.
· Conduct weekly review meeting with Vendor on Breakdown Calls, ensuring prompt closure of pending issues at sites.
· To ensure implementation of processes for all services covered in the SOW, ensure 100% SOW compliance & timely escalate non-compliance to Program management.
· Ensuring all IT transactions and process must be in line with ISO 20K Standards.
· Conduct weekly review meeting with team and identify gaps to take corrective action.
· Maintain SLA doc for all the activities performed by the team, collect performance data, analyze and publish.
· To implement the CAPA for improved CSAT score, Implementation of CVI action plan as per agreed time lines.
· Ensure SIPs aligned to the CVI Plan are executed as per agreed timelines to enhance the C-SAT for the project.
Organization: XXXX (On behalf of XXXX)
Client: XXXX.
Position Held: Facility Management Engineer, Rotation Position – CSE.

Key Responsibilities
· Responsible for providing daily HARDWARE, LAN & SOFTWARE support to variety of desktop computers & laptops like COMPAQ, WIPRO, DELL, HP etc.
· The job involves managing WIN 2K SERVER, creation & managing of USER ACCOUNTS, taking BACKUPS of server data through ARC SERVE backup software.
· Taking Care of WSUS server.
· Maintaining VIRUS FREE environment by managing centralized anti virus server (SYMANTEC) and updates all clients & servers daily.
· Installing & configuring Airtel BLACKBERRY devices for all Critical Users.
· Handling of Escalated & Critical calls of all the Senior Users.
· Installing & Configuration of CISCO VOIPS 7900 series & NORTEL VOIPS & V-CON devices.
· Installing, Configuring & Troubleshooting of Mail clients (MS OUTLOOK2003, LOTUS NOTES)
· Handling V-SAT connectivity of all project sites.
· Assisting in LOTUS DOMINO SERVER for E-mail messaging.
Achievements
· Got Best Onsite Engineer Award from XXXX.
· Recognized for XXXX’s Green Initiative for reducing down of IT Waste at site.
· Faced BFSI vertical audit and succeeded without findings. Got appreciations from client head and top management.
· Migration of WT Projects from GDC to GNDC with minimal downtime.
Academic Qualifications
· Master of Business Administration (MBA -IT) from University 1, in 20XX-XX
· Bachelor of Commerce (Pass) from University2 , session – 20XX-20XX
Personal Details
Date of birth: 29th Aug 19****
Languages Known: 
Address:
