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IT Shift Lead — Systems Administrator

& suneelmuppallaoi@gmail.com 8 +91-9652439743 @ ChennaiIndia
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Profile

IT Shift Lead with 6.5+ years of experience leading 24x7 IT Systems Administration operations, driving SLA/
KPI performance, and delivering ITIL-aligned support. Hands-on expertise in Microsoft 365 administration

and Azure AD.

10/2022 — Present
Chennai

12/2021 — 09/2022
Hyderabad

Employment History

WPPIT

IT Shift Lead — Systems Administrator

e Led and mentored a 24x7 support team, ensuring SLA/KPI compliance, balanced
workloads, and consistent service quality across all shifts.

e Monitored and managed key KPIs (First Response Time, Resolution Time, SLA
adherence, backlog, ticket quality, FCR, CSAT) to drive continuous performance
improvement.

e Conducted regular 1:1s, performance reviews, and KT sessions, using KPI insights
to identify skill gaps, improve analyst productivity, and strengthen accountability.

e Facilitated Change Advisory Board (CAB) discussions, ensuring effective risk
assessment, impact analysis, and change success rate tracking for production
deployments.

 Created a ServiceNow performance dashboards to provide realtime visibility into
key service desk analytics and operational metrics.

o Performed bulk Active Directory operations, including mass updates to user
profile data, using PowerShell scripts.

e Administered Microsoft 365 services including Exchange Online, SharePoint,
Teams, and OneDrive. Manage user accounts, licenses, and permissions.

e Responsible for conducting 0365 compliance and license audits in Azure.

 Created automated workflows using Power Automate to streamline processes and
improve operational efficiency.

e Managed and maintained virtual machines(VMs), including provisioning,
configuration, monitoring, and troubleshooting to ensure system availability and
performance.

e Performing MAC and Intune machines build via remote support.

e Managing portals like JamF pro, Monotype Font, Figma, Miro, Mediashuttle,
Adobe,Smartsheet & Canva applications.

» Drove continuous process improvements to enhance ticket quality, response
times, SLA performance, and team collaboration.

Astreya Consultancy India Pvt, Ltd.

Service Desk Specialist

 Provided 24/7 enterprise support across APAC, EMEA, and AMER as a single point
of contact, ensuring end-to-end customer experience and SLA-compliant remote
troubleshooting.

e Providing server access in Active Directory according to the request that has been
raised.

o Provided Level 1 and 2 support for Office 365 apps (Outlook, Word, Excel,
SharePoint, Teams) and handled password resets and account unlocks for users.

e Guide users with simple, step-by-step instructions for resolving issues with MFA,
OKTA Account Create/Activate/Resetting
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* Remotely Install, upgrade, support, and troubleshoot Windows OS and any other
authorized desktop applications on Laptops and desktops.

09/2021 — 12/2021 NTT DATA
Hyderabad Senior Associate
* Maintained high user satisfaction by providing prompt solutions and
contributing to technical documentation.
 Escalated issues beyond support scope to the appropriate resolver group via the
IT ticketing system.
* Resolved issues using experience, documentation, and tools, while creating
solution guides in line with SOPs and ITIL guidelines.
e Updated clients on request status and closed tickets upon their confirmation of

satisfaction.
06/2018 — 04/2020 Cognizant Technology solutions
Hyderabad Process Executive

e Deployed computers on the floor from start to finish and receive old computers
into inventory

* Provided technical support and troubleshooting while organizing and
maintaining IT resources.

* Set up workstations and necessary peripheral devices Installed and configured
appropriate software and functions according to specifications

* Resolved L1 technical issues via phone, chat, and email, and escalated complex
problems to L2/L3 IT specialists.

Education
06/2013 — 05/2017 B.Tech in Mechanical Engineering
AP, India JNTU Anantapur
Skills

 Escalations handling and e Active Directory | 0365 e SLA Monitoring (FCR, CSAT,

resolution Administration | Intune Resolution Time)
e Power Automate | Power Apps | * Mac Troubleshooting (Jamf, e PowerShell (Basic)

SharePoint MDM Enrollment, Machine

) . Recovery, Software Issues,
e Microsoft 365 Admin System Builds)
o ITIL
Accomplishments

Recognised by management for good productivity, leading to increased SLA.

Certified Azure Administration Essentials
LinkedIn Trainings

Languages
English o000 Telugu o000 00

Tamil o000



