Biju Unnikrishnan Nair
D-2/304, Lenyadri CHS, Plot No:47/1, Sector-19A, Nerul, Navi Mumbai - 400706

Phone: 9833433664  (  9833394490
bijuunair@gmail.com 

Deputy Manager – Business Excellence
1. Process consultant to delivery teams (ITSM Processes)
2. Conducting Process Awareness trainings for ITIL, Lean (DMAIC) and SDLC Processes
3. ITIL and SDLC Process Definitions
4. Ensure process compliance and prepare CA/ PA for process compliance improvement

5. Lead and Plan internal audits for technology function.
6. Driving continuous improvements (Kaizen, LEAN, etc)

7. Implemented Kaizen Framework and rewards program for technology function

8. Using CSAT and external assessments to identify and implement process improvements

9. Facilitated organization initiative of Operations Battle Ready as an improvement champion

10. Ensuring External Audit compliance

11. RCA facilitation

12. Info Sec (ISO 27001) implementation and audit facilitation
Skills

	· ITSM Process Consultant 
· Continual Service Improvement
· Service Quality Assurance
· Regulatory & External Audit Compliance
· ITIL and SDLC Process definition
	· KAIZEN Implementation
· Process Reengineering 
· Organizational Training
· New Product Launch

· Leadership and Team management


Professional Experience

National Stock Exchange of India Ltd, Mumbai– Indias leading stock exchange  and the world’s 12th-largest stock exchange as of March 2016
Deputy Manager, 6/2014 to Present
Selected Accomplishments:

1. Driving continuous improvements (Kaizen, LEAN, etc)

2. Implemented Kaizen Framework and rewards program for technology function

3. Using CSAT and external assessments to identify and implement process improvements

4. Facilitated organization initiative of Operations Battle Ready as an improvement champion

5. Handhold teams and ensure timely closure of improvements

6. Implemented two LEAN projects using DMAIC method.

7. ITIL and SDLC Process Definitions for entire organization and implementation of QMS
8. Conducting internal process review and assessments and identifying areas of improvement and drive to closure. 
9. Successfully implemented ISO 27000 for the department and was pivotal in getting the organization ISO 27000 certified
10. Individually handling annual regulatory audits (SEBI,  ISO)
11. Enabling the organization to adopt the ALM Tool (COLLABNET) for application development and change management process implementation

12. QAG Team Manager, handling 3 team members

13. Internal Audits for Transformational Projects and driving external assessment recommendations to closure

14. Ensuring regulatory compliance w.r.t regulatory and statutory audits

15. Driving Performance Management for entire organization

16. Implementation of CSAT and identifying improvement measures and driving to closure

Cognizant Technology Solutions Pvt. Ltd, Pune– Multinational Corporation that provides IT services, including digital, technology, consulting, and operations services

Associate Manager, 10/2012 to 05/2014

Selected Accomplishments:

1. Drive implementation of Operations Maturity and ensure compliance (OM) Framework across various engagements in IT IS practice 

2. Act as process consultant for various delivery teams and ensuring compliance to internal processes and satisfying audit requirements

3. Enable delivery teams with best practices and identifying service improvement opportunities

4. Engagement level ownership and drive on DMI (TMI,AMI) and CSAT 

5. Support delivery teams in the ideation of continual service improvement themes and provide ongoing support and mentoring in the execution using methodologies like Lean, Six Sigma and TRIZ 

6. Ensure compliance of engagements with the ISO 20000 standard throughout its tenure 

7. Conduct process health check assessments to improve effectiveness and efficiency of the processes and support delivery in closing the gaps 

8. Enable delivery teams to comply with IT IS metrics framework and delivery performance review process in line with IT IS Process Space 

9. Support delivery teams in identifying risks, conducting causal analysis and planning mitigation 

10. Assess the relevance of best practices implemented in various engagements across the practice and support delivery teams in implementing the same in their specific engagements 

11. Participate in customer governance reviews as required by the delivery teams

Atos IT Solutions and Systems pvt. Ltd/ Siemens IT Solutions and Services Pvt Ltd., Mumbai– Multinational Corporation that provides IT services, including digital, technology, consulting, and operations services

Quality, Risk and Info-Sec Manager & Team Lead (Service Desk Operations) (SISPL), 04/2005 to 09/2012

1. Ensure overall management of the QMS for the Business Unit, specifically Local Large customer. 

2. Ensure implementation of improvement measures.

3. Define and implement a QM system in accordance to the QM system applied by the business unit

4. Plan and conduct ISMS Audits

5. Instrumental in re-defining the change management process for the business unit.

6. Roll-out of Risk Management for Service Line. Recording, reporting and analysis of Unit level risks and reporting them to management

7. Roll-out of BCMS within the service line.

8. Mentoring of SQA’s within the Service Line

9. Team Lead for Service Desk operations within Siemens, post which smoothly transitioned to Quality Team in Sep 2008
Wipro BPO – Leading Corporation providing ITES/ BPO services
Technical Facilitator (L2)

1. Was responsible in handling a team of 12 agents for the broadband process. 

2. Also maintained a check on the quality levels and process knowledge of agents by conducting quality audits, training and providing feedback sessions.

3. Was also handling escalations and also did quality monitoring and took training for the new recruits.

Educational Qualification/ Certifications
	Qualification/ Certification
	Institute/ University
	Year of Passing
	Specialization

	MMS
	Mumbai
	2002
	Systems

	B.Com
	Mumbai
	2000
	Accounts

	HSC
	Mumbai
	1997
	-

	SSC
	CBSE
	1995
	-

	ITIL Intermediate – Service Strategy
	
	2014
	

	ITIL Intermediate – Service Operations
	
	2014
	

	ITIL Intermediate – CSI
	
	2014
	

	ISO 27001-2011 LA
	BSI
	2011
	

	ISO 22301 (BCMS) LA
	BSI
	
	

	ISO 20000 (ITSM) LA
	DNV
	
	


