Nitesh Tiwari

Pune, India | tiwari.nitesh294@gmail.com | 8171638425 | LinkedIn | Portfolio

SUMMARY

Principal Software Engineer with 10+ years of experience building and owning cloud-based applications and
integrations. Currently working in the Genesys Cloud CCaa$S ecosystem, with end-to-end ownership of customer-facing
connectors and applications across ServiceNow, Microsoft Dynamics, Salesforce, Pega, WFM, and Amazon Connect.
Experienced in customer requirements, solution design, architecture, development, certification, deployment, and
customer enablement.

WORK EXPERIENCE

GENESYS | Principal Software Engineer Pune, India | Jun 2024 - Present
* Own customer-facing applications and integrations end-to-end, from customer requirements and solution design through
development, certification, deployment, and customer enablement.

* Own and maintain the ServiceNow connector, serving 30+ customers; gather requirements, implement features,
troubleshoot issues, manage certification, and publish releases to the ServiceNow Store.

* Published and maintain two certified ServiceNow plugins, owning their complete product lifecycle and ongoing
enhancements.

* Contribute to CRM connector development and enhancements across Microsoft Dynamics 365, Salesforce, and Pega.

* Designed and developed multiple Workforce Management (WFM) applications, including WFM Helper, OT/VTO, and Time
Off applications.

* Built WFM Helper to support asynchronous bulk movement and scheduled assignment of agents across business units,
management units, staffing groups, work plans, skills, queues, and work teams.

* Developed OT/VTO capabilities that allow customers to publish overtime or voluntary time-off opportunities for agents to
claim, and Time Off workflows for agent requests.

» Contributed to Bring Your Own Interaction (BYOI) using Amazon Connect, enabling voice, email, and chat interaction
events to be brought into Genesys for centralized monitoring and analytics.

* Work directly with customers on requirements, feedback, bugs, enablement, and solution discussions while
independently driving technical execution.

* Own design and architecture for assigned initiatives, including implementation and architecture reviews as an individual
contributor.
» Adopted Al-assisted engineering workflows using Claude, Codex, and Cursor to improve development efficiency and
automate repetitive engineering tasks.
HITACHI DIGITAL SERVICES | Senior Consultant Pune, India | Jul 2021 - Jun 2024
* Implemented event-driven and serverless solutions using AWS Lambda, EventBridge, Step Functions, S3, SES, and IAM.
* Implemented publish-subscribe architecture to coordinate microservices and dynamically update application
configurations.
* Automated data migration and cache re-hydration workflows using AWS Step Functions.
* Built cross-account S3 file transfer workflows using EventBridge and IAM roles.
* Developed dynamic email notification and document-generation capabilities using AWS SES, Handlebars, and Puppeteer.
DOCTORC | Full Stack Developer Hyderabad, India | Nov 2020 - Jun 2021
* Developed product features using Django and React.
* Integrated Razorpay for payment processing and WhatsApp Business API for customer notifications.
» Developed native Android functionality for camera-based scanning and image uploads.
PROPELLOR.AI | Frontend Developer Pune, India | Jul 2019 - Nov 2020
* Led frontend development using Angular, including feature planning and delivery for a multi-tenant SaaS platform.
* Designed tenant onboarding and isolation strategies for the platform.
* Built an in-house visualization library using D3.js and ECharts, including funnel and heat-map visualizations.
* Developed and maintained Node.js backend services and REST APIs using AWS API Gateway and related cloud services.
* Integrated AWS X-Ray for application performance analysis and Chargebee for subscription billing.
TECH MAHINDRA LTD. | Senior Software Engineer Pune, India | Aug 2016 - Jul 2019
» Developed and maintained backend services and integrations for enterprise ticketing platforms using Node.js and Perl.
* Built Angular-based dashboards to visualize ticket performance and SLA metrics.
* Integrated the ELK stack to improve ticket search and resolution discovery.
* Integrated and maintained Rocket.Chat-based services for ticket-related conversational workflows.

EDUCATION

Bachelor of Technology in Electronics and Instrumentation | Krishna Institute of Engineering and Technology | Ghaziabad,
UP | 2016

CERTIFICATIONS

Oracle Cloud Infrastructure (OCl) Foundations Associate | Oracle Cloud Infrastructure (OCI) Al Foundations | Genesys
Customer Success — Certified Al Strategist



SKILLS

Languages: Python, JavaScript, SQL, Perl Frontend: React, Angular, HTML, CSS Backend: Node.js, Django, Express.js
Cloud: AWS (Lambda, S3, SQS, Step Functions, EventBridge, SES, APl Gateway, CloudWatch, X-Ray) Databases:
PostgreSQL, Redis, Elasticsearch, MongoDB, DynamoDB

CCaaS / CRM: Genesys Cloud, ServiceNow, Microsoft Dynamics 365, Salesforce, Pega, Amazon Connect Al: Claude, Codex,
Cursor

Other: Git, Linux, NGINX, JIRA, REST APIs



