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Engineer Data Protection
ITIL | IT Service Management | Data Protection
A dedicated, ambitious, and enthusiastic Backup Administrator with expertise in technologies like EMC Networker, EMC Avamar, EMC Data domain, IT Service Management, and Service Desk Management. Exceptional ability to collaborate with team members and teach new concepts in an effective manner. Mentored new hires and existing employees and provided on job training. 
	· ITIL Process Consulting
· IT Service Management
· Service Desk Management
· Helpdesk Management
	· Data Protection
· Incident Management
· Process Documentation
· ITIL Training 
	· Backup & Restore Management 
· EMC Networker 
· EMC Avamar 
· EMC Data Domain


PROFESSIONAL EXPERIENCE
DELL Technologies (through TrueBlue LLP), Bangalore, India	June 2024– till date
Advisor Infrastructure Services, June 2024– till date
· Configure the different types of backups [Filesystem, Database] for the customers.
· Process the ad hoc backup and restore requests [EMC Networker] based on the priority and urgency of the ServiceNow tasks.
· Handle escalations from Level 1 and Level 2 teams and provide level 3 troubleshooting.
· Perform Networker upgrades in coordination with DELL customer service.
· Mentor the new and existing employees of the team on technical and process-oriented topics.
DXC Technology, Bangalore, India	2019– 2024
Associate Manager Storage Administration, 2019– till date
· Observe the backup and restore processes and implement the necessary troubleshooting steps based on the instructions.
· Process the backup and restore requests [EMC Avamar and Networker] based on the priority and urgency of the remedy tickets.
· Responsible for performing daily capacity checks for EMC Avamar and Data Domain systems.
· Perform Avamar and Networker upgrades in coordination with DELL customer service.
· Mentor the new and existing employees of the team on technical and process-oriented topics.
Microsoft Corporation Bangalore, India	May 2019– September 2019
       Support Engineer [Springboard Intern], May 2019– September 2019
· Help customers to troubleshoot and fix configuration issues with Azure Backup, Azure Migrate & related concepts, Backup Issues, Re-protect and restore issues in IaaS platform (Windows and Linux)
· Provide consulting for premier, professional customers and internal projects running on MS Azure platform for high availability of services, low operational costs.
· Reporting to the Group Manager for technical escalations, analyze top-issues and top call drivers for the week and provide action plans to streamline processes.  
· Manage escalated Support tickets till closure for MS Azure IaaS platform.
· Exposed to working with various issue severities, engaging specialized teams, and close deadlines.
· Work closely with the program management / product group for information on new released features. Interact with principal owners of Microsoft proprietary enterprise products. 
Atos India Private Limited, Bangalore, India	2014– 2015
System Analyst Grade -3, 2014– 2015
· Observed the backup and restore processes and implemented the necessary troubleshooting steps based on the instructions.
· Processed the backup and restore requests [EMC Avamar and Networker] based on the priority and urgency of the remedy tickets.
· Held responsible to perform daily capacity checks for EMC Avamar and Data Domain systems.
· Mentored the new and existing employees of the team on technical and process-oriented topics.
· Engaged in CAB meetings   along with other necessary participants to discuss the status of the change requests. 
EMC Data Storage Systems [India] Private Limited, Bangalore, India	2011 – 2014
Associate Delivery Specialist -I, 2011-2014
· Facilitated level one support for numerous customers as part of the global service desk operations.
· Served as level one troubleshooting support for EMC Backup product related issues.
· Collaborated with the level 2 and other related teams for fulfilling the backup failure tickets.
· Created new SOPs as a reference for the new and existing employees of the service desk team.
· Engaged in CAB meetings   along with other necessary participants to discuss the status of the change requests. 
Keane International (India) Limited [Now NTT Data], Bangalore, India	2009– 2010
Technical Support Analyst, 2009– 2010
· Managed an 8-member team as a single point of contact for monthly roster preparation, transport arrangement, leaves request management.
· Created training documents for the new and existing team members as and when necessary.
· Accomplished RFB batch checks [ready for business checks] daily for different business units daily to ensure various applications are ready for business.
· Monitored departmental workflow to ensure all issues and events are managed in a timely manner and within departmental/organizational guidelines, policies, procedures, and standards.
· Coordinated with Duty Manager, SDM and other level 2 support teams in case of SEV1 issues.
·  Worked on Falcon and Remedy tickets, Net cool alerts, and managed the email requests coming to the service desk inbox adhering to the agreed SLA standards. 
MicroLand Limited, Bangalore, India	2008– 2009
Helpdesk Coordinator, 2008– 2009
· Held responsible to answer the user calls and logs them according to the priority in the ticketing tool.
· Reviewed the ticket priorities and assigned them based on the category to different engineers. 
· Facilitated the vendor performance, and other necessary reports to the IT Security team for audits.
· Assisted the employees of the company in a timely and polite manner to get their IT issues resolved.
	EDUCATION & CREDENTIALS	
MSc Computer Science, Amrita Vishwa Vidyapeetham, Coimbatore, Tamil Nadu, 2007
BSc Computer Science, Kannur University, Kannur, Kerala, 2005
Certification: 
Certified Scrum Master (CSM)
ITIL 4 Foundation Certificate in IT Service Management
Azure Fundamentals [AZ-900]
EMC Certified Proven associate [ISM]
EMC Proven Certified Professional (Data domain specialist)
EMC Proven Certified Professional (Avamar Specialist)
EMC Proven Certified Professional (Networker Specialist)
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