Bavitha Varala (Green Card Holder)
Sr. ServiceNow BA/Admin/Developer
Phone:  +1 (470) 486-4242
Email:   bavithasnow@gmail.com
Linked In: www.linkedin.com/in/bavitha-varala-b00714157

PROFESSIONAL SUMMARY
· 10 years’ experience in ServiceNow development and implementation of modules such as ITSM, ITOM, CMDB, Event Management, Discovery, Service Catalog, ITBM and Custom Application Development. Experience in Cloud based Discovery (AWS and AZURE).
· Working with Flow Designer and Integration Hub to perform end to end integration.
· Strong skill set on Service Mapping with 2.5+ years of experience by mapping the Tier 0, Tier 1 applications in the core network.
· Experience on Inbound, Outbound SOAP/REST Web services integrations in ServiceNow.
· Developed patterns in Service Mapping to handle custom/vendor developed applications.
· Expert on ServiceNow Discovery module, comfortable deploying IP range discoveries in a multi-datacenter environment. Designed, configured, and deployed SAM modules to optimize software license usage and compliance.
· Experience in managing telecommunication services and infrastructure within an organization. 
· Implemented and managed AWS API Gateway configurations to facilitate secure and efficient integration between ServiceNow and AWS services.
· Expertise in CSDM 3.0 framework for enhancing the efficiency, accuracy, and consistency of data management. Provided training and created documentation for security teams on best practices and effective use of the SIR and VR modules.
· Proficient in deploying and configuring Technology Service Operations Management (TSOM) solutions, enhancing visibility and control over IT operations.
· Design, Development and Implementation of ServiceNow customization including: core setup, workflow administration, reporting, data imports, custom scripting, eBonding, and third-party software integrations. 
· Maintain service level agreement (SLA) and monitor an SLA workflow. Experience on LDAP Integrations using SAML2.0.
· Managed hands-on configuration and troubleshooting for HRSD modules, addressing issues and implementing solutions without extensive development
· Use of scripting tools and ServiceNow functionality to create scripts to automate routine tasks being done in ServiceNow.  Developed and configured the SIR module to streamline incident management and response processes.
· Kept abreast of the latest developments and trends in GenAI technology, continuously exploring opportunities to innovate and enhance ServiceNow capabilities through integration with cutting-edge AI solutions. 
· Implementation, Performance Tuning, Testing, Configuration Management.
· Involved in database designing by creating database objects such as Tables, Views, and Indexes. Leveraged Artificial Intelligence (AI) and machine learning (ML) to predict and address potential IT issues before they impact business operations, minimizing downtime and improving service reliability.
· Demonstrated expertise in implementing and customizing Technology Service Management (TSM) modules to streamline IT service processes and improve efficiency.
· developed code in the mid-tier server integrating ServiceNow with other IT systems. 
· Involved in leveraging ServiceNow’s functionalities  to streamline processes related to incident management, service requests and change management.
· Enhanced the VR module to effectively manage and remediate security vulnerabilities.
· Utilized JIRA to manage project tasks, track progress, and collaborate with team members. Created and executed solutions within the HR Service Management scoped application, effectively addressing organizational needs and improving HR service delivery (HRSD). 
· Developed custom JIRA dashboards to provide real-time project insights and facilitate decision-making. Implemented automation and orchestration solutions within TSM and TSOM to optimize repetitive tasks and enhance overall operational efficiency.
· Hands-on experience in web development using HTML, JavaScript, Ajax, CSS.
· Assisting ServiceNow technical team in change and configuration management activities.
· In-depth understanding of Data Structures and Algorithms.  Advanced the development of SIR and VR modules, focusing on phase 2 enhancements and integrations.
· Implemented Agile methodologies using JIRA, leading sprint planning, and retrospectives.
· Created detailed JIRA reports to monitor sprint progress, team performance, and project milestones.

[bookmark: bookmark=id.30j0zll][bookmark: bookmark=id.gjdgxs]EDUCATION
· Bachelor of Technology, IIIT, Rajiv Gandhi University of Knowledge Technologies, 2014, India.

AWARDS & ACHEIVEMENTS:
· Achieved Team Player award. 
· Employee of the Year, Dish Network (2019).
· ServiceNow Administration Workshop, ServiceNow Training Institute.
· Attended ServiceNow Development Fundamentals Workshop, 2022.
· ServiceNow IT Service Management (ITSM) Workshop, 2023.
· ServiceNow Platform Upgrade Workshop, ServiceNow Academy, 2023.
TECHNICAL SKILLS
	· Client-side scripting
· Flow Designer
· Java script
· Agent Workspace
· Notifications
· Service Portal
· HTML5
	· Server-side scripting
· Rest integrations
· Angular JS
· Integration Hub
· Discovery
· Service Mapping
· CSS3


PROFESSIONAL EXPERIENCE:
[bookmark: _heading=h.i88xwaucapj7]Cox Automotive Inc, Atlanta, GA                                                                                           Jan’22 - Till date
Sr ServiceNow Admin/Developer
Responsibilities: 
· Led and managed ServiceNow projects involving TSM and TSOM, from requirement gathering to deployment and post-implementation support, ensuring project goals and timelines are met
· Implemented new functionality using Business Rules, UI Policies and ACL. Developed and integrated HAM functionalities to streamline hardware asset lifecycle management. 
· Creating database views to pull the reports on CMDB tables. 
· Implementation, Customization and Maintenance of ITIL modules such as Incident, Change, Problem, Knowledge, Service Catalog, CMDB, CSDM  in ServiceNow. Collaborated with cross-functional teams to ensure smooth implementation and integration of AIOps solutions, facilitating effective communication and problem resolution.
· Coordinating the instance patch and upgrade activities. Involved in cloning activities like raising the request for cloning and excluding some tables to not come under cloning.
· Worked on SOAP requests through Business Rules or UI Actions and Script includes to insert data into ECC queue. Sending SOAP messages asynchronously.
· Used CSDM TO standardize the way data is structured and managed across the organization and mapping business services to underlying IT infrastructure components, facilitating better understanding and management of service dependencies.
· Provided training and support to users, drive continuous improvement of CSDM implementations, and collaborate with cross-functional teams to optimize IT service management and enhance overall business operations. Provided training and support to end-users and IT teams on TSM and TSOM functionalities, ensuring effective utilization and adoption of the tools.
· Aligning CSDM configurations with ITIL processes to support IT service management best practices. Implemented and configured SaaS modules to ensure effective entitlement management and asset reclamation. 
· Implementing ServiceNow workflows and automation to streamline ITIL-aligned processes related to CSDM. Configured HRSD applications within ServiceNow, focusing on benefits administration, to streamline HR processes and enhance user experience.
· REST calls to retrieve data from an internal application via the mid server with the help of ECC queue
· Synchronizing Snow Orchestration with Active Directory. Worked on different ServiceNow enhancement requests. Collaborated with data scientists to leverage machine learning and artificial intelligence techniques within the GenAI framework to develop advanced predictive analytics and decision-making capabilities in ServiceNow.
· Configured AWS API Gateway endpoints within ServiceNow to enable seamless communication between ServiceNow instances and AWS services, facilitating automated workflows and data exchanges.  Provided ongoing administration and production support for HRSD, ensuring the platform’s reliability and efficiency in daily operations.
· Extensive experience integrating TSM and TSOM with other ITSM modules and external systems to provide a unified service management platform. Configured dashboards and reports to highlight the benefits of SAM and HAM, showcasing cost savings and improved asset management.
· Worked on a change management module by enhancing the tool to the stakeholders and made it easy to understand. Integrated xMatters, Status page, Jira, Rally with ServiceNow.
· Integrated ServiceNow ITBM (Project Portfolio Management) with Rally for Epics, Features, Delivery Streams. Designed sub flows using flow designer for orchestration.
· Providing technical guidance and lead to a team of software developers. Manage and monitor the IT Asset Repository for Software Assets. Monitored system performance and generated reports on the effectiveness of AIOps implementations, providing insights and recommendations for continuous improvement.
· Track and capture any change on Software Assets (deployment, lost or stolen etc.) in the IT Asset Repository.   Monitored and optimized HRSD functionalities, leveraging strong technical understanding to enhance performance and resolve configuration issues.
· eBonding for Telecommunications Service Management application to integrate serviceNow instances to synchronously receive and fulfill service requests and create and publish catalogs of services for customers to access. Successfully managed incident, change, and problem management processes within TSM, ensuring timely resolution and minimal disruption.
· Worked on integration hub spokes like Microsoft Azure AD spoke, Okta Spoke for Active Directory.
· Transitioned existing business rules into Flow Designer. Configured custom flows from scratch. 
· Experience in Leading Help-desk ticket processing for Project Portfolio Management (PPM) under ITBM module. Collaborated with Team members in developing and maintenance of CSM.
· Proactively monitor the health of your networks and services to prevent downtime
· Configured Topics and Virtual Agent Conversations for Customer Service Management.
· Written test cases for Incident and Service Catalogs and Executed using ATF
· Configured Event Management (ITOM) by configuring Connector Instances and Connector Definitions.  Data sync to load users, groups from xMatters. Design and implement new functionality using Business Rules, UI Policies and Access Lists etc.
· Worked with the windows team, network team and Asset team to check for the data collected through discovery is accurate. Created data sources and loaded the Service-Now tables with different data formats. Created transform maps both automatic field mapping and scripting
· Configured multiple forms for Asset module using Configuration Management Database. 
· Also worked on Asset Management and loaded the data into it. Configured JIRA workflows to align with project requirements, ensuring efficient task management and issue resolution.
· Working on order guides, to arrange them in sequential order to make the user comfortable while raising a request. Working on different kinds of variables and variable sets.
· Created Knowledge articles to document the steps in creating the catalog items.


ADP, Atlanta, GA                                                                                                                           Jan’20 - Dec’21
[bookmark: _heading=h.ad0hf9vxaaw0]ServiceNow Admin/BA
Responsibilities: 
· Expertise in Service Mapping. Participated in Service Mapping meetings with ServiceNow.
· Created functional and technical specifications documents for the Service Mapping module.
· Implemented on Service Mapping from Scratch. Developed Service Mapping spreadsheet and worked with Subject Matter Experts (SME) to gather all the Service Mapping requirements.
· Created F5 connectivity patterns to handle SSL certificates, Pool members, farm names and protocol conflicts. Handling the Tibco services using Service groups in Service Mapping.
· Created patterns for IIS 8.5(Internet Information Server) and Tibco Active-Matrix Business works.
· Became an expert in troubleshooting Discovery tools. Utilized TSOM for advanced performance analytics and reporting, providing actionable insights to drive operational improvements and strategic decision-making. Applied industry best practices and ServiceNow standards to ensure high-quality implementations and ongoing maintenance of TSM and TSOM modules.
· Worked on Probes and Sensors as per the business requirements, configuring the Discovery schedules with IP ranges in all the environments including the DMZ zone and Check for the connectivity of mid servers. Worked on Discovery and set up mid servers. Expert in Debugging discovery.
· Integrated HP Network automation into ServiceNow and created foreign key with Serial number, Device id, name to maintain CMDB unique. Managed Discovery credentials, Discovery ranges and schedules. 
· Configuring Discovery for cloud environments such as AWS and Azure to ensure all the configuration items are accurate in CMDB.  Integrated ServiceNow with Rally using AWS Lambda functions. 
· [bookmark: _heading=h.cufwof170d3i]Implement dynamic and responsive Service Portal and end user interfaces on the ServiceNow Platform.

[bookmark: _heading=h.bwgrc53ookia]Dish Networks, Englewood, CO                                                                                           June’16 to Dec’20 
ServiceNow Admin/Business Analyst
[bookmark: _heading=h.6submoe5zdku]Responsibilities:
· Worked with business teams in understanding business requirements and assimilate the requirements provided by the client.  Responsible for end-to-end implementation of ServiceNow module. Responsible to work in enhancement, development, support work and testing process. Responsible for all scripting changes including Client Scripts, UI Policy, and UI Actions. 
· Created Business Rules, Script Includes Glide AJAX, UI Action.
·  Led the implementation of ServiceNow Incident Management module for a telecommunications company, resulting in a 30% reduction in mean time to repair (MTTR) for network outages. 
· Worked on Email notifications and Inbound Email Actions Form customization and field
· customization based on client requirement for Service catalog
· Loaded Assets and Configuration Items, Created relationships between CI and Assets.
· Implementation of ACL, Workflow, Survey functionality
· Customized Reports for Business. Customized workflows using GLIDERECORD and Java Scripting.
· Developed ESS functionality and implemented appropriate workflow
· Developed HTML, Java Scripting, Jelly, HTML with ServiceNow.
· Loaded Data of configuration items attributes using transform scripts and imports sets into CMDB.
· Experienced in handling update sets. Merging, Retrieving, Promoting update sets from one environment to another. Involved in ServiceNow Cloning and upgrade activities. 
· Performed the task of using Discovery to load configuration information to CMDB. 
· Created various UI policies and UI actions experienced in writing advanced UI policy and UI action scripts.  ITOM is covered under the ITIL framework. Experienced in redesigning workflows and finding different approaches to modify complex workflows into simpler form. 
· I worked on CMDB configuration Tables Designed and developed custom application internal business processes.  Redesigned Change Management to address additional business processes. 


Computer Sciences Corporation, Chennai,  India                                                                   Mar’14 - Dec’15
ServiceNow Admin
[bookmark: _heading=h.4dp77jgrxqtm]Responsibilities: 
· Actively participated in different phases of the Software development Life Cycle (SDLC) and analyzed Use case diagrams and Class diagrams based on requirement.
· Presentation Layer is created using JSP, HTML, Apache and Struts Tag Libraries.
· Configured frontend to server side by using Struts Configuration.
· Written Hibernate mapping file for each Java Object and configured with respective tables in Hibernate Configuration. Written SQL Queries to communicate with the Oracle Database.
· Developed DAO’s (Data Access Objects) and performed O/R mapping using Hibernate to access the database. Implemented Log4j for logging and developed test cases using JUnit.
· Performed Unit, Integration testing worked on clearing issues at the time production and application support, worked on the maintenance and deployments of the project with patches and performed documentation of the project.
· Responsible for resolving any environment (Development, testing and Production) related issues.
