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PROFESSIONAL SUMMARY
Project Manager and Service Delivery Manager with 6+ years leading 24/7 IT operations, application support, and multi-tower infrastructure services for a global media enterprise. Directs cross-functional teams of up to 46 engineers across US and UK time zones, with 99%+ SLA adherence, 40% backlog reduction, 50% MTTR improvement, and 4 FTEs of capacity released through process improvement and automation. Experience spans project governance, incident, problem and change management, stakeholder reporting, budget and capital allocation, and ServiceNow/Jira-based performance management.
CORE SKILLS
Project & Delivery: Project Planning, Project Governance, Scope/Schedule/Budget Delivery, Risk Mitigation, Resource Allocation, Executive Reporting
IT Service Management: 24/7 Service Delivery, Major Incident Management, Problem Management, Change Management, SLA/KPI Management, RTO
Leadership & Improvement: Cross-functional Team Leadership, US/UK Stakeholder Management, Client Governance, Lean/Six Sigma, Shift-Left, Process Automation
PROFESSIONAL EXPERIENCE
Service Delivery Manager
LTM - Paramount Skydance (Application Support) | May 2023 - Present | Team: 46
Lead a 46-member cross-functional application support team across US/UK shifts, sustaining 99%+ SLA adherence for the global Media Supply Chain platform in a 24/7 operating model.
Reduced ticket backlog by 40% by establishing ServiceNow and Jira trend-monitoring dashboards and strengthening recurring-incident identification and problem-management routines.
Improved Mean Time to Resolve (MTTR) by 50% and reduced escalation frequency through formally adopted process improvements and real-time operational visibility.
Plan and execute multiple internal and external special projects, delivering each on time and within approved budgets.
Apply Lean and Six Sigma principles to streamline incident workflows and automate operational processes, releasing capacity equivalent to 4 FTEs for higher-value initiatives.
Manage the capital allocation lifecycle, including purchase requisitions and purchase orders for project resources and tooling.
Translate operational KPIs into weekly and monthly executive reports and lead daily touchpoints and weekly reviews with US/UK stakeholders to maintain service alignment.
IT Operations Lead / Incident Manager
LTM - Paramount Skydance (Infrastructure / Command Center) | Jun 2020 - May 2023 | Team: 15
Led a 15-member cross-skilled Command Center team supporting infrastructure monitoring, incident management, and multi-tower IT operations.
Managed Critical and Major Incident response end to end, coordinating infrastructure towers to minimise business impact and meet recovery time objective (RTO) targets.
Executed Change Management controls with zero change-attributable service disruptions across the project lifecycle.


IT Operations Lead / Incident Manager (continued)
Spearheaded Shift-Left initiatives that absorbed L1/L2 activities from infrastructure towers, improving operating efficiency and reducing escalation volume.
Monitored infrastructure health through New Relic, Nagios, BigPanda, and SolarWinds, resolving potential issues before client impact.
Earned LTM's Best Project for Delivery (2021) recognition through consistent, high-quality service delivery and transparent client KPI reporting.
Machine Learning Intern
Inventeron Technologies and Business Solutions LLP | Jun 2019 - Jul 2019
Completed applied projects in supervised learning and neural networks, building foundational technical expertise in artificial intelligence and machine learning.
TECHNICAL SKILLS
Project & ITSM Tools: Jira, Jira Service Management, ServiceNow, JQL, Confluence, SharePoint, Slack, Excel, PowerPoint, Aha!
Frameworks & Delivery: ITIL 4, Project Governance, Waterfall, Agile, Hybrid, Software Development Life Cycle (SDLC), Incident Management, Change Management, Problem Management, Product Management
AI & Automation: LLMs (GPT, Claude), AI Assistants & Coding Agents (Microsoft Copilot, OpenAI Codex), Agentic AI, Confluence Rovo AI, AI-driven Process Automation, Prompt Engineering, Google Stitch
Cloud & Infrastructure: AWS (EC2, EBS, VPC, IAM, CloudWatch), Azure Fundamentals, Active Directory, DNS, MSSQL, SAP Basis, SaaS, Windows Server, Linux Server
Monitoring & Security: New Relic, Nagios, BigPanda, SolarWinds, Wireshark
Development & Integration: SQL, Python, APIs, Figma, Maze (Design Testing)
CERTIFICATIONS & PROFESSIONAL DEVELOPMENT
Google Project Management Certificate (Coursera) - Google
ITIL 4 Foundation Training
AWS Technical Professional - Amazon Web Services
Azure Fundamentals Certification Training
Claude 101 - Anthropic Education
LTM Certified Gen AI: Foundation Course - LTM
LTM Certified Cloud & Infrastructure Services Professional - CIS Academy (LTM)
HACKENG - IT Security & Ethical Hacking
EDUCATION
BTech - Computer Science & Engineering | REVA University | 2016 - 2020 | 8.24 CGPA
