BHARAT SANAKKAYALA
https://www.linkedin.com/in/bharath-sanakkayala-5b699b101/
bharat_sa@yahoo.com                                                                                          Mob.: +91-9390381527
TECHNICAL LEAD                                                                                                                                            
B.Com graduate, with 14 years of experience in INFORMATION TECHNOLOGY and PROCESS DELIVERY in prominent Multinational Companies, where my primary competency being INCIDENT & IDENTITY MANAGEMENT, & DESKTOP / PRODUCT SUPPORT.                        I have gained excellent understanding of business development requirements along with customer & client satisfaction and a strong ability to meet organization’s requirements.

STRENGTHS & ACHIVEMENTS                                                                                               
· Excellent communication and interpersonal skills 

· Have been a consistent performer, maintaining 98% client satisfaction.
· A high tendency and capability to suit to the fast paced and largely pressurizing work environment at Support Service organization.

· The ability to interact successfully with all levels of the Clients & Customers. 

· Sound technical understanding and an ability to translate technical requirements and specifications into easily understood business concepts and vice versa.
EXPERIENCE                                                                                                                                                       
1. ORGANIZATION

         

INFINITE COMPUTER SOLUTIONS CURRENT ROLE
      

            

TECHNICAL LEAD
DURATION 



               
NOV 2022 – TILL DATE
CURRENT COMPETENCY 



REMOTE DESKTOP OPERATIONS
JOB RESPONSIBILITIES
· My key contribution at work is majorly in service desk operations, escalation management stakeholder management and process implementation.

· I handle team size of 23 members while provide guidance, mentorship and assisting them in case investigations.
· My team members serve as a primary point of contact for customers, managing support requests via phone and email, and advocating for the resolution of application issues.

· Handle daily stand up call along with my SME’s while we discuss about the updates on how to prioritize, analyze, and resolve problems using available tools, systems, and recommend potential workarounds with in the team.

· Identify trends and work with key partners to create action plans to correct negative trends.

· Collaborating with cross functional teams  to resolve problems and facilitate the definition of mitigation plans.
· Provide Service now data forecast data presentation on weekly, monthly and quarterly basis.
· Collect new resolutions for knowledge base articles, root cause analysis reports, and other support-related materials.
· Participating in client meetings and providing inputs on process enhancements.
· Handle one on one sessions for my team members on timely basis for process enhancement. and their expectations towards production achievements and extractions.
· Provide weekly live trends and SLA metrics: weekly, monthly and quarterly basis
· Cisco call data reporting & improvements levels: weekly and monthly basis
· Technical content writing and documentation as per hierarchy and client expectations
·   Technical documentation on process training, metrics and shadow sessions

· Responsible for delivery of major incident management and effective management of all high severity Incidents.
· Presentation of project improvements activities and implementation
· Manage process drive along with subject matter experts within the custom solutions and expert app teams when frontline support cannot resolve an issue.
· Handling dry run activities, data presentation on enhancement & improvements

· Set up accurate expectations for  resolution and provide timely progress reports to appropriate   contacts within partner and customer organizations.
· Communication with other leadership within the support team while dealing and resolving  critical priority issues.
· Daily call with hierarchy and with stake holders on process plan, implementation and execution 
·   Monitoring production work and providing data on weekly and monthly basis

· Participate on call with hierarchy to present and set up process development activities.
· Presentation of action plans and implementation for assigned action items from hierarchy.
· Documentation for complete end to end process drive such as training, process set up, work flow, process development activities, knowledge base data, on call action items assigned, knowledge tracker etc.
· Monitor major incidents on regular basis to highlight most common, repeated and ongoing     issues 

· On call discussion with stake holders and hierarchy for process development, new strategies and implementation

· Handle the ticket and call volume along with team members and SME’s to extract positive results and prevent bounce volume.

· Communicating and resolving Incidents, requests and tasks for United States region as per EST time zone.

· Handling quality aspects, technical training, issue closures and improvements for VIP incidents, tasks and requests.

· Act as one point contact for escalated issues and provide resolution for positive customer experience as per process policy and procedures while maintaining high quality.

· Participate in new hire recruitment to find the right source for position fulfillment. 
· Work along with other technical leads to mitigate and triage VIP, completed and priority issues.

2. ORGANIZATION


JP MORGAN CHASE & CO.
CURRENT ROLE
      


TECHNOLOGY OPERATIONS ANALYST
DURATION 



   
NOV. 2014 – April 2022
CURRENT COMPETENCY 


REMOTE DESKTOP SUPPORT
JOB RESPONSIBILITIES

· Maintain regular ticket data information to check on going issues reported on weekly and monthly basis.

· Focus on major issues reported on weekly and monthly basis and present data on resolved count.

· Help provide as much information as possible during teams meeting, KT sessions, Process enhancement activities and maintain data on documentation.

· Installing and configuring, maintaining and administering software and hardware computing systems. Check on technical updates to maintain KB articles on timely basis

· Create, Maintain and Update technical documentation, procedures and process definitions.
· Provide process and technical updates on Stand up calls to entire team to achieve results 

· Join hands with manager and hierarchy on teams call for process productivity, improvements, activities.

· Create Service now reporting and provide periodic and achieved results data on excel and power point presentation.
· Collaborate with Service Now Admin for service now implementation, data and updates.
· Communicate with Level 2 resolvers and managers to get more level of access for more resolved count.
· Provide inputs to hierarchy on KPI’s as per regular trends and maintain daily communication with team for expected results.
· Liaise with other entities and counter parts and initiate process development activities and programs. Drive the communicated project along with team towards positive and expected results.
· Handling call, ticket volumes and provide data on weekly and monthly forecast.  
· Troubleshooting client-side network connectivity issues, remote access, Wireless and wired connectivity to the internal network. 
· Performs break/fix or remote installations as needed and work on quick kills.
· Assisting remote users with access issues and educating them with current updates.
· Providing support to corporate computing systems, including mobile devices, remotely.
· Resolving issues related to Citrix sessions and remote infrastructure such as LVdi and VDI.
· Resolve TLM, Mainframe stuck session by remoting into admin console and recreating sessions.
· Follow up with Priority 1 and Priority 2 tickets with Level 4 resolvers to maintain resolution tracker for priority incidents
· Participate on call with Priority Manager and stake holders while play a key role in communication, presentation of metrics, KPI and road map for process enhancement.
3. ORGANIZATION


        
HSBC

ROLE


      

               
CUSTOMER SUPPORT EXECUTIVE
DURATION 



               
MAY 2013 – OCT 2014
COMPETENCY
 


       
DESKTOP SUPPORT 
JOB RESPONSIBILITIES
· Work on the customer service queue, monitoring and answering incoming calls and emails daily, resolving customer queries in HSBC’s Customer Assistance and contacting the clients with follow-up and resolution. 

· Document customer issues utilizing current on-line information management system.
· Ensure timely reporting, referral, follow-up and escalation of merchant issues to minimize disruption to service and overall impact to HSBC clients. Resolving employee queries and providing solutions in case of emergency.

· Act as liaison between customer and internal departments to communicate, research, and investigate client issues while driving the issue towards resolution.
· Analyze data and workflows to determine root causes and make recommendations to resolve current problem while gaining efficiencies for future similar problems.
· Responsible for processing of disputes/complaints as per HSBC guidelines and regulatory
· Process disputes quickly and accurately, following up with customers on account actions, while delivering consistently high-quality customer service.
· Lesioning with customers & all network for accurate documentation & follow-up for investigation of dispute.
· Proper review and investigations filed on disputed transactions by collecting sufficient information to explore every opportunity & identify recovery opportunity in order to mitigate losses.

· Validate and confirm the veracity of the documents shared under Representment by Acquirer to validate stance/cardholder to pursue the dispute.
· Managing Customer Complaints /2nd Review of incidents and ensuring accurate processing and completion of tasks.
· Troubleshooting Desktops and Laptops - configure and build setups; including updating firmware for corporate assets.
· Proficiently manage the resolution of inbound technical calls; balancing the need for customer service and issue resolution with the constraints of a call handle time goal
· Proficiently manage the resolution of inbound technical calls; balancing the need for customer service and issue resolution with the constraints of a call handle time goal
· Diagnose hardware, software, printing, and network connectivity issues including LAN, WAN, and VPN access in a Windows XP environment, offering a variety of level 1 to 1.5 solutions over the phone.

· Resolving issues with Software and hardware queries through remote and desk visits.

· On call or Skype support to maintain SLA and other KPI’s

· Follow and Attest Daily updates per the process knowledge

· Communicate with different queues for updates in Resolutions 

4. ORGANIZATION


DELL INDIA PVT. LTD.
ROLE

      
                           
SENIOR TECHNICAL SUPPORT EXECUTIVE
DURATION 



   
SEPT. 2008 – JAN. 2011
COMPETENCY           


CLIENT REMOTE DESKTOP SUPPORT
JOB RESPONSIBILITIES
· Troubleshooting desktops and laptops - configure and build setups; including updating firmware for corporate assets.
· Resolving complex problems for Dell client product customers and be on top of ambitious expectations
· Resolving issues with Software and hardware queries through remote and desk visits.
· Follow up closely with customers while communicating proactively regarding overall progress of queries
· Marinating call and ticket records to provide daily status reports.

· Exhibit first-class customer centered service and attest daily updates per the process knowledge
· Drive operational excellence through quality closures and efficient management of issues
· Communicate with different queues for updates in Resolutions 

· On call or Skype support to maintain SLA and other KPI’s. Have the opportunity to mentor and coach other team members
· Proficiently manage the resolution of inbound technical calls; balancing the need for customer service and issue resolution with the constraints of a call handle time goal

· Effectively translate complex, technical concepts into easy to understand language to assist non-technically oriented customers

· Diagnose hardware, software, printing, and network connectivity issues including LAN, WAN, and VPN access in a Windows XP environment, offering a variety of level 1 to 1.5 solutions over the phone.
· Assign and create proper work order for defect parts and assign it to the correct warehouse

· Handle first call resolution along with customer experience with high quality numbers.

· Cross sell dell products for resolved issues on call meeting customer needs and expectations

· Handle technical issues with high end systems such as XPS and Dell gaming systems and resolve queries as per the policy and procedures
· Follow up on tickets sent to next level team for proper resolution and positive experience

· Maintain proper assets list while creating work order for ware house technicians and prevent adding incorrect parts while assigning work orders.

· Handover reassigned incidents to proper team along with time zone communication

· Maintain complete end to end data for the issues handled on daily basis and provide inputs for process improvement and enhancement

· Collaborate with cross functional entities for process development and implementation.

· Validate all dell customers and stakeholders to  maintain data breech and follow vetting procedures.

5. ORGANIZATION


       
KNOAH SOLUTIONS.
ROLE

      
                                    
VOICE SUPPORT OFFICER
DURATION 



         

AUG. 2006 – JULY 2007
COMPETENCY  


         

CLIENT REMOTE DESKTOP SUPPORT
JOB RESPONSIBILITIES
· Work in a low-wall cubicle environment with moderate noise levels.

· Provide production support/analysis to include problem resolution, application administration and configuration, application support

· Managing high volumes of requests, ability to prioritize multiple issues efficiently and effectively

· Communicate directly with users, understand end user requirements and build relationships

· Escalation point of contact for incident management, user issues and requests, technical troubleshooting, analysis and resolution.

· Partner with other local leads, responsible for managing day to day production support duties and driving technology projects and initiatives

· Perform ongoing team review, objective setting and performance management

· Management of local resource in a multi-disciplinary team towards issue resolution.
· Managed team workload – project delivery within scope and budget and adhere to SLA’s

· Identified problems in meeting key performance indicators, resolve them to the satisfaction of the business objectives

· Make appropriate and fact based decisions with available information when under pressure and/or adverse conditions

· Meet or exceed statistical metrics regarding; ticket and call quality, first call resolution, schedule adherence, and call handle time

· Follow policies and procedures regarding the safeguarding of sensitive information, such as PHI/PII and access to corporate systems

· Escalate high priority, high impact issues to the internal support teams and follow up for resolution.
· Use an issue knowledge base to effectively resolve and assign issues to the appropriate support group
· Provide feedback on technical documentation for publication in Knowledge Base.
· Participate in team meetings, stand up calls and events for process enhancement, developments.
· Use remote control tools for certified systems to assist customers while required.
· Contact with system vendors for issue resolution for legacy assets which are out of warranty.

· Maintain data for the allocated systems  and assets aligned and equipped with in the organization.

· Resolve all technical issues and queries as per organization standards while maintaining high quality expectations and customer satisfaction.

CORE COMPETENCIES                                                                                                               
· ITIL methodology 

· Windows Active Directory, DHCP, DNS, RSA Server & Air-Watch, CA Service Desk, BMC – Remedy, ServiceNow.

· Troubleshooting - Apple MacBook, Dell/HP Laptop/Desktop under Enterprise as well as personal environments.

· Microsoft Office Package, Exchange 2007/10, Lync 2010/2013 & Office Communicator, MSOffice 2007/10/13.

· Windows OS (XP, 7, 8.1), MAC OS. 
· Remote support tools such as Bomgar, Windows Remote Desktop. 
REFERENCES                                                                                                                                

1. HAFEEZ AHMED

    IT SERVICE DESK MANAGER

    JP MORGAN CHASE & CO, HYDERABAD
    Ph:+91 - 9603143644
    LinkedIn: https://www.linkedin.com/in/mohammed-hafeez-ahmed-7b768722/
2. MADHAVA RAO HOWDEKAR

    ASSOCIATE AT JP MORGAN CHASE

    JP MORGAN CHASE & CO, HYDERABAD

    Ph: +91 - 8985035404

    LinkedIn: https://www.linkedin.com/in/madhava-rao-howdekar-39639557/
PERSONAL DETAILS                                                                                                                   
· Father’s Name         
 :  Mr. Sarat Kumar Sanakkayala

· Age           
         

 :  38
· Gender

             :  Male
· Relationship Status   
 :  Married

· Qualities
        

 :  Adaptive Nature, Smart working ability, Fast Learning

· Languages Known 

 :  English, Hindi, Telugu
· Address
          

 :   Flat number 514, Vamsadhara Block no:1, 
   Vuda Haritha Complex, Haritha Gardens, 
                                                     Visakhapatnam Urban Development Authority,               

   
     Madhurawada, Andhra Pradesh – 530048

bharat_sa@yahoo.com                                                                                  Mob: +91-9390381527

