Andal Venkatesan
E-mail: andalvenky0@gmail.com
Mobile No: +91 9972525294
Profile Summary:
Results-driven consultant and operations manager with a graduate degree and 10+ years� experience. Proficient in leading and managing the service management cross functional team and the engineers for effective project delivery.
Academic Details:
R.B.A.N. M�s First Grade College - 2011 � B. Com (Passed with 63%)
Certification:
CompTIA Network+ (N10-007) Cert Prep: 1 Understanding Networks. Scrum Foundations Professional Certificate (SFPC)
Attended Leadership Qualities & Train the trainer Program.
Key Skills:
· Ticketing Tools � OCPSR Dynamics 365, Service Now, Remedy, SharePoint, MS Solve
· ITSM & ITIL - Service Request, Incident, Problem (RCA) 
· Team Management, People Management, Vendor/Stakeholder management
· Continuous Service Improvement, Business Continuity Planning and Disaster Recovery
· Monitoring Tools � Salesforce, Logic Monitor
· MS Project, MS Excel, MS Word, MS PowerPoint
Organizational Experience:
Tech Mahindra

Duration: From Mar 2022 till July 2022 
Designation: Associate Manager

Description:
· Managing 4 Team Leads including 200+ Associates, Senior Associates & SMEs
· Managing client escalation and complaints within stipulated time frame
· Hiring, developing candidates and maintaining their performance
· Bringing new Line of Business to the Site

· Coordinating with WFM Team, HR Team, Training Team, MIS Team, Quality Team and Process Excellence team to bring the Site�s score up

· Preparing Weekly Business review for Client & sharing update with TLs, SMEs

· Preparing Roster on a weekly basis for Associates, Senior Associates, SMEs, TLs

· Coaching & mentoring the team members 

· Hosted 2 Client visits along with 2 RNRs

· Controlling Attrition by retaining Employees with better opportunity within the team       

· Identifying bottom performers and allocating a refresher training, if it�s a skill issue                                                                                                                                                                                                                                                                  
Microsoft (Payroll �Concentrix) 
Duration: From Jan 2017 till Mar 2022  Designation: Operations Manager
Description:
· Managing a team of 26, 2 Team Leads, execute projects from inception till implementation & ensure deliverables within SLA, quality & cost parameters.
· Execute client management through interacting and maintaining relationship
· Prepare various MIS reports & dashboards for performance management, tasks management and capability management 
· Managed complete recruitment life cycle for sourcing the best talent from diverse portals and evaluate their job performance
· Handled Team Management including mentoring & training the team members 
Achievements:
Received Best Performer of the Quarter
Mphasis
Duration: From Aug 2014 till Jan 2017
Designation: Service Segment Manager/ Specialized Infrastructure Engineer
Description:
· From Initiating the OS upgrades to Scheduling a remote support Engineer and monitoring the activity is completed without fail for HP 3PAR Storage.
· First point of contact (L1 support) for Production and Development servers (Application servers, DBA Servers, Corporate servers and Enterprise servers) within the Think Finance Infrastructure. Think Finance provides software technology, analytics, and marketing services to financial clients in the consumer lending industry.
· Creating tickets for the issues with regards to the FedEx logistics tools {Mediatrix, 1Source, Citrix} and providing support in timely manner via calls and emails.
· Responsible to co-ordinate with all the respective BU�s to resolve or seek solution.
· Provide periodic status update of the incident to the employee and respective stakeholder who have raised the escalation.
· Running TLMP Smoke test to check the Environment.
· Sending Weekly case report to the Stake holders Coaching and Mentoring the Teammates.
Achievements:
Trained the teammates to clear the evaluation from the Belgian Client. Received multiple appreciations from the Client.
Best Performer out of the 25 New joiners to the Team and contribute individual support on weekends.
Infosys Limited � (Client - Cisco)
Duration: From Feb 2012 till Aug 2014
Designation: Senior Process Executive
Description:
· Anchoring the post RMA team {BLR and Pune} Worked on Escalation cases and Priority cases.
· Sending Cisco Tracking Sheet tracker, Break Tracker, Ad-hoc tracker on daily & weekly basis.
· Transport Spoc for L&R vertical of 115 Members, Huddle & Birthday Coordinator.
· Process Trainer. Reviewed & signed off Process documents for the new tool releases {R12}.
· Booking the Credit RMAs for the Global request.
· Making calls and convincing the Approval to approve the RMA request on an exceptional basis.
· Maintaining overall Post RMA queue by sending reports on Daily and weekly basis.
Achievements:
Promoted as Senior Process Executive from Process Executive within a year of joining based on the performance and appreciation received from Client & Global Credit RMA booker.
Won Ramp award & First place in Marathon at Infosys.
Quality: Internal Auditor for the Team and Delivered a couple of Process Training
Personal Information:
Date of Birth:
05th April 1991
Address:

# 366, Veerabhadrappa Building, Dr. Raj Kumar Circle, Suddagunte Palya, C V Raman Nagar Post, Bangalore �560093
Declaration:
I hereby declare that all the information furnished above is true to the best of my belief. 
Date: DD/MM/YYYY
Andal Venkatesan
