Aarti Pinplay
Operations Center Shift Manager (OCSM

- Email me on | ndeed: indeed.confr/Aarti-Pinplay/778c7a91033a71ca

To work with an organi zati on where | can contribute to the growth of the
organi zati on through nmy skill &anp; know edge for nutual benefit and to
I earn and excel in highly conpetitive environnent

WORK EXPERI ENCE

Operations Center Shift Manager (OCSM
M crosoft India -

August 2012 to January 2016

e Handling escal ations, notifications, task organi zation, distribution of work, site status enquiries
e Munitoring the Incidents handled by the teamin real tine

e Supervising the reporting of Incidents to respective stake hol ders

e Ensuring proper workflow of Incident and maj or incident processes

are foll owed

* Escal ate events that have a potential M inmpacts to Security Analyst or as directed by the
Escal ati on Matrix

e Initiate problemtickets based on the recurring incidents identified

* Reviewing the problemrecords to ensure tinmely closure of issues

¢ Responsible for publishing monthly SLA reports

e Providing QJT, concurrent training

¢ G obal news nonitoring (Mnitor G obal activities on a continua

basi s)

* Responsible for admnistrative duties |ike review ng performance

Metrics, nmanaging breaks/lunch (Al stations), Shift Changeover

Process and adherence, Policy Reviews and Updates, Supply and equi pnent requests, OCSM
Pass-down Log, Inventory Control

Enpl oyee Recognition Requests, Disciplinary Actions, Annua

Eval uations, Mentoring and Counselling

« Maintain and share updates on energency procedures

* Devel op and/or update all policies and procedures

Conmmuni cati on Supervi sor
M crosoft India -
February 2011 to July 2012

« Managing all incidents based on the priorities

e Publishing executive business notifications during outages

¢ Responsible for all email communications in GSOC Asia

¢ G obal news nonitoring

e Handling and initiating Major Incident conference calls and assisting the respective teans

https://ww. i ndeed. confr/Aarti-Pi npl ay/ 778c7a91033a71ca?i si d=r ex- downl oad& kw=downl oad-t op&co=I N

e Initiating bridge calls for P1 &np; P2 |ssues

* Providing overall analysis of incidents by perform ng root cause

anal ysis and qual ity checks

¢ Provide supervision to assigned staff

« Maintain an in-depth know edge of emergency procedures, and adhere to sane

Servi ce Desk Anal yst
SI TEL -
Sept ember 2009 to January 2011

e Provided technical support to end users

« Worked as part of escalation teamto identify resolution and provide
inputs to inprove/create KB articles

¢ Responsible for providing First Call Resolution

¢ Providing Technical assistance to customers based on the priorities

¢ Resolving Issues related to networking

e Assist in configuring LAN, Mdul ar Routers and TCP/IP

« Troubl eshooti ng Hardware and System performance issues

e Working with Users to identify and rectify the issues pertaining to

Internet and rel ated services



e Worked with different Antivirus Softwares - Installation and troubl eshooting
e Team SPCC for Quality and Conpliance inprovenents

ADDI TI ONAL | NFORVATI ON

SKILLS » Ability to build teans and notivate them towards team goal s

e Effective Communication skills

« Able to handl e and overcone objections

e Ability to work effectively in a team environnent

« Ability to adapt to the changes in organization along wth successful
i mpl ementation of the change in the system



