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Combining strong customer service, administrative and communications expertise to promptly establish efficiency, resolve problems, and optimize productivity
Gained crucial in-sight & experience while working on an IBM Project (IBM Clint Site) from last 4 years
Seeking assignments in Client Servicing / Technical Support / IT Operations with an organization of high repute
PROFILE SUMMARY

· A focused & result oriented professional with 7  years of experience in:

Technical Support



Networking



Team Management

· Gained on-site experience by being deputed at IBM Client Site in the last  organization

· Deft in driving the efficiency and effectiveness of the incident management process

· Adept in providing general & routine technical support to a broad range of installation, patching ,configuration and updates to operating systems and non-OS vendor application requiring the ability to research, analyze, and resolve problems 

· Exposure in installation, Up-gradation & troubleshooting for Printers, OS (Windows XP & 7) and other authorized peripheral equipment
· Proficiency in handling entire operations & maintenance of various equipment for reducing downtime and enhancing operational effectiveness of equipment

· Instrumental in setting up and running remote infrastructure management operations for various technology services by reducing operational costs and improving delivery efficiencies

· Possess excellent interpersonal, problem solving and analytical skills

Core Competencies

IT Operations

· Improving operational readiness by enhancing availability of system for internal image & external customers accessing the database

· Conducting time-to-time surveys in order to understand need for up-gradation required in software / hardware sector of the organization

Technical Support
· Extending high-end technical support and ensuring high customer satisfaction levels through prompt redressal of their problems
· Ensuring speedy resolution of queries & grievances to maximise client satisfaction levels.

Team Management
· Leading, mentoring & monitoring the performance of the team members to ensure efficiency in process operations and meeting of individual & group targets
· Creating and sustaining a dynamic environment that fosters development opportunities and motivates high performance amongst team members
Client Relationship Management

· Monitoring and ensuring customer delivery during the transition period

· Building and maintaining healthy business relations with clients and ensuring high customer satisfaction matrices by achieving delivery & service quality norms

WORK EXPERIENCE

Since Oct’13 

Kaizen IT Services Private Limited at Thrissur as Senior Customer Support Engineer
Deputed in IBM Client site:
Team Size: 7
Role:
· Ensuring compliance of the procedures and guidelines to install, patch, configure, customize, troubleshoot, upgrade, integrate, and maintain systems, software, network and peripherals

· Driving, developing, managing and maintaining the major incident process and associated procedures

· Interacting with team members and other groups to effectively perform general & routine requests such as backup, restores, permissions changes, patch application & testing 

· Resolving queries, issues and problems to the Desktop Support Engineers

· Responsible for escalating issues and involving experts wherever required in order to resolve issues as quickly as possible

· Maintaining SLA (Service Level Agreement) & SOP (Standards Operating Procedure)
· Filing reports and capacity data to support metrics for hardware warranty, software licensing and asset management systems
Highlight:
· Acknowledged for receiving various appreciation mails from clients

Aug’11 to Oct ’13 
InfoServices (IBM Exclusive Service Provider) at Valapad as Site Engineer 
Deputed in IBM Client Site:
Role:

· Responsible for troubleshooting wide range of windows applications and networking problems to help minimize downtime
· Offered user-support and training for a wide variety of applications software including Microsoft Outlook, dot net, oracle, etc.
· Carried out configuration and troubleshooting of Microsoft Outlook Express, Outlook 2003 & 2007

· Provided Second level technical support(Web/Mail/Remote/Voice) to the customers
· Accountable for installing and updating antivirus software like Symantec and MacAfee
· Managed remote installation, configuration of hot fixes, VPN, lotus, outlook and hardware support packs
· Functioned with vendor support contact to resolve technical issues within the desktop environment
Highlight:

· Acknowledged by Performance Appraisal Order on Sep’13 for excellent output 

Mar’10 to Aug 11 
Terasoft Private Limited, High Court at Kochin as System Assistant-Consultant

Clint site: NIC High Court, under E-courts-Project 

Role:

· Worked as a System-assistant-Consultant at NIC under E-Courts Project, High Court of Kerala
· Carried out remedial repairs on computers, laptops, printers and any other authorized peripheral equipment
· Supported in training court staff & interacted with vendors for maintaining & supporting equipment
Feb’09 to Jan’10

CMS Computers Ltd., Cochin as Customer Engineer

Role:

· Responsible for troubleshooting different printers
Jul’07 to Jan’09

HCL Infosystems Limited, Patna as Technical Support Engineer

Role:

· Responsible for troubleshooting network connectivity in a LAN / WAN environment 
PROJECTS HANDLED

· Migrations: Outlook 2007, Office 365 & Thunderbird 

· VLAN Configuration

· PrintServer Installation

CERTIFICATION

· MCP Certified Accel IT Academy 2010
· MCSE 2012 Course completed from Accel IT Academy
WORKSHOP 

· Attended Ethical Hacking workshop in 2007

· Presently attaining workshop knowledge on ‘Office 365’ from Wipro  

ACADEMIC DETAILS

2014


BCA from Chinmaya Mission College, Thrissur, Bharatiyar University

2007
Diploma in Computer Hardware Maintenance from Model Polytechnic College, Mala University, Board of Technical Education, Kerala
Other Course:

2004


Vocational Higher Secondary Education from THS Thrissur

PERSONAL DETAILS

Date of Birth:

10th October, 1986
Language Known:

English, Malayalam and Hindi
