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SUMMARY

I have several years of experience in handling customers/clients. I have been providing technical support operations globally. I have also been supporting IT service management which includes vast knowledge of change management, incident management, Ticket management, ticketing tools, application support using agile methodologies. 


SKILLS

Application support:  Customer support operations, Access Provisioning, Off-boarding/On-boarding users, Handling severity issues etc
IT Service management: Change management, Governance, Incident management, Reporting.
Tools: SQL, Remedy, Service Now and JIRA Administration.
Lead IT Operations: Team Handling, people management, managing day to day operations.
Client support/User support: Providing application support globally which includes EMEA, APAC, North America, and MENA regions.

PROFESSIONAL EXPERIENCE

Company name: Tata Consultancy Services (TCS)
Title:  Assistant Consultant
Tenure: 11st October 2021 – 24th December 2024
Key responsibilities:

Project “Enbridge” Working as a change manager | ITSM | Governance: Primarily leading change management activities with in a structured process framework
· Evaluating the change impact and organizational readiness to limit the potential risk.
· Supporting training and communication as a part change management.
· Validating that appropriate tests and evaluation are performed before high-risk changes are approved.
· Conduct post implementation reviews to assess the decisions and performance related to the change requested.
· Authorize minor change requests and coordinate with the change advisory board for changes presenting higher risk.
· Documenting relevant processes and activities.
· Supporting the design of change implementation scheduling.

Worked as QA Lead (Test Lead) for the pharma (life & Science) domain under the project called ‘Genentech’ for ROCHE Account. I was responsible for estimating, planning, and coordinating testing activities. I was to ensure that quality issues and defects were appropriately identified, documented, tracked, and resolved.
Responsibilities:
· Developing QA test plans from the gathered detailed information from client.
· Creating test cases from the user stories.
· Reaching out to BA’s and client to know the requirements 
· Share project status updates to management and taking charge to take appropriate actions on the feedback provided.
· Delegating interfaces within the team for the testing purposes.
· Supervising the team, ensuring deadlines are met and completing tasks as per brand guidelines and industry standards.
· Raising risks wherever and whenever needed.
· Getting approval from the client by presenting test cases created.
· Streamlining production process in accordance with the quality framework and updating workflow as and when needed.
· Performing quality control audits periodically to ensure the high-quality standards are intact.

Worked as Business Analyst as an individual contributor role for ‘Various Product Family’ project under Roche Account.
· Making sure project is smoothly running.
· Analysing and evaluating the present business process a project has and identifying areas of improvement.
· Gathering requirements from client and share with team and to make sure all requirements are properly explained and understood by the project members.
· Communicating issues with the management and come up with the ideas & solutions to tackle it.
· Presenting findings and ideas in meetings
· Working closely with senior management, technicians, clients, and internal customers.

Company name: Annalect India – An Omnicom Media Group (US Project with Global Support)
Title:  Lead IT Operations
Tenure: 21st August 2016 – 8th October 2021

I was handling the team and responsible for supporting Applications, Platforms, Tools and Users, these tools were both in-house and off-the-shelf, as well as managing processes related to Incidents, Request Fulfilment, Change Control and Application Reporting. I used to work very closely with the DevOps teams to troubleshoot application bugs, as well as configure new Applications and tools. QA team to ensure team has necessary access to the tools to perform testing before moving code to production. Client Solutions team to on-board new Users into the Annalect Platforms and other access across organization.

· Logging, Troubleshooting and Resolving any Requests, Incidents or Bugs coming from the Users of our Platforms and Tools.
· Work closely with devops team for redshift and S3 issues.
· Manual testing to make sure application is up and running and coordination with Devops and Users to fulfil all requirements. 
· Setting up New Users, and granting additional permissions to Tools, Data, and Infrastructure.
· Working with third party partners on supporting and managing SLAs for the off-the-shelve solutions integrated with our SSO.
· Overseeing Change Management process and coordinating the applications roll out with the DevOps.
· Providing reports for the upper management on the usage of the applications, as well as trends in the Users requests and incidents raised. Participating in the process of integrating new applications and tools to the SSO environment.
· JIRA Software and Confluence (URL: https://annalect.atlassian.net) – I am being an administrator for JIRA and Confluence. This was used by multiple teams within Annalect to track work on software development, special projects, as well as keep Annalect Knowledge Base up-to-date.

Company name: IBM India Pvt Ltd (US Project)
Title: Sr. Practitioner
Tenure: 21st October 2014 – 19th August 2016

Worked in a Citi Bank Application Support Project: The set of web applications involved in calculating data & providing reporting system, user management; marketplace; plan view. (Technical exposure: web applications, SQL, tool as CRM, web servers, in-built tools)
Client: Citibank 

Responsibilities:
· Responsible for ticket management including incident tickets and change release tickets. Had to work on these tickets in co-ordination with the Tier 3 Support teams and the DBAs.
· Troubleshooting and facilitating issues resolution assigned via ticketing tools and new change implementations within committed SLAs by effectively collaborating and communicating via conference calls / emails with various other teams such as: DBA group, System Administrators, Security group, etc.
· User Management: User interactions through phone/mail to get more details for a fault.
· Understanding the technical designs for system requirements and contributing with technical knowledge for implementation.


Company name: Aon Hewitt (US Project)
Title: IND CS Special
Tenure: 1st December 2011 - 28th May 2014 

· Worked as customer care support for Health Domain.
· Resolving customer queries related to claims.
· Processing claims based on available documents.

Company name: Convergys India Services Private Limited (US Project)
Title: Customer Care Officer
Tenure: 18th March 2011 – 15th November 2011

· Worked in a CITI bank US project as customer care.
· Providing daily support related to Debit/credit card charges
· Assisting users with new product by explaining details.
· Handling users with activation/deactivation of account.
· Providing customer service about details of account statement.


ACADEMIC QUALIFICATION


· Completed Masters in Business Informatics in the year 2025 from ICL Graduate school of Business (Category A recognized) in Auckland, New Zealand. (Awaiting Degree).
· Completed B.com from SGVU in the year 2024
· Completed BBA from DIMS in the year 2011
· Completed 12th from Guru Harkishan Public School in CBSE Board in the year 2006 in Commerce.
· Completed 10th from Guru Harkishan Public School in CBSE Board in the year 2004.

 PERSONAL DETAILS

· Date of Birth		- Sept 18th, 1988.
· Languages known	- Well versed in English, Hindi and Punjabi  
· Nationality/religion	- Indian
· Gender		- Male	


Place: New Delhi								(HARPREET SINGH)

