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Technical Support Engineer
· Technical Support Engineer with 7+ years of experience in working with computers and resolving any support issues related to telecom, networks, BlackBerry Enterprise Server (BES), Active Directory, Software Deployment, etc. Proven ability to administrate and control the operation
· Expertise to configure and maintain the computer based information systems
· Ability to multi-task under pressure
· Excellent communicator and ability to relate well with people at all levels
· Flexibility of working well as part of a team and independently
Technical Skills
	· Incident Management
· Help Desk Management
· Virtual Private Networks (VPN)
· BlackBerry Enterprise Server
· ITSM – IT Service Management
	· BMC Remedy
· Active Directory
· Routers & Wireless Adapters
· Linksys – CISCO
· AS400

	· Remote Desktop
	· WebEx Communication


Recent Awards

	Rewarded for providing best customer service 
Rewarded for providing best Technical Support 

Rewarded with Star of the Month for maintaining (Level of Service)
Recognized multiple times of being a key factor for handling the floor as I solely manage the LOS and also fulfills the need of a shift lead in terms of assisting the new agents and maintaining the LOS. (Level of Service)


Professional Experience

Mphasis – an HP Company, Pune – India
Mphasis is an IT services company majority owned by Hewlett-Packard. The company provides infrastructure technology and applications outsourcing services, as well as architecture, application development and integration, and application management services. 
Subject Matter Expert, Jan2011 to Jan 2015
· Provides initial assessment of categorization and prioritization for reported Incidents and Service requests, provides initial support targeting a higher level of resolution. Maintains ownership of Incidents ensuring status update and resolution according to SLAs.Providing Help Desk assistance, ticket creation, follow-up of issues.

· Troubleshooting on user’s personal computer’s software, hardware.

· Resolving problems immediately, typically using the Knowledge Base and other Helpdesk tools
· Providing chat support to balance the call and chat volume
· Worked effectively with SAP, VPN, Blackberry, Remedy (Ver. 7.5), MS Office, Other web tools, etc.

· Handling Microsoft Outlook related issues (Outlook configuration and support, Remote excess tools, Active Directory, Various clients’ application support).
· Worked on Active Directory (AD) and handling password related issues
· Working with Blackberry servers (Adding user on BES Server, Assign Software, Lost or Stolen device, Moving user to other BES server, etc.)

· Providing remote support via WebEx or other remote tools for remote users.

· Install Approved and Pre-approved software’s on client’s desktops, laptops through Altiris Notification Server.

Supervisor Responsibility: - 

· Providing floor support on all product related queries and taking care of escalation calls.
· Technical writing (document creation) , modification and uploading (CAD) on a website for reference, Escalation handling using RCA (Route Cause Of Analysis) protocol, Floor assistance, Attends client/conference calls for any process updates and requirement, Assist technicians on call and documentation handling. Briefs technicians about On- boarding processes/issues.

· Maintaining SLA's by increasing competency and efficiency level through work force management.
· Managing escalated issues and providing performance coaching.
· Actively participating in improving customer satisfaction.
· Providing guidance/training for new joiners.
· Managing shift, handover, Managing Queue, Monitoring breaks, etc.
vCustomer Service Pvt. Ltd., Pune – India

vCustomer provides call center, sales and marketing outreach, customer support, and technical helpdesk solutions and services to consumer focused companies worldwide. It offers contact center technologies, such as multi-channel support services, including voice, interactive voice response, email, SMS, chat, and Web self-service.
Sr Technical Support Engineer, Dec 2006 to Dec 2010
· Providing Technical Support for wired and wireless LAN equipment’s, such as Broadband Routers, Access Points, Range Expanders, Network Bridges, Network Adapters for the Desktop and Notebook PC and Hubs and Switches.

· Initial configuration, troubleshooting and up-gradation of SOHO routers.
Handling different wireless encryption methods such as WEP, WPA etc.
· Configuration of advanced wireless devices such as Wireless Network Camera, Media

Adapter, Network Storage Link.

· Product Registration and Installation of the Networking Devices.
· Configuration of Wireless and Wired Network Devices.
· Troubleshooting of High End Products (Entertainment and Storage Network Devices).
· Multimedia product support (installation / feature support/ compatibility with different gadgets / license key issue).
· Knowledge base content management.
· Technical assistance on Data storage capability / recovery/ backup.
· Premium tech support for out of support / out of warranty / third party products.
· Warranty management services.
Sales Responsibility : - 

· Understanding customers' diverse, specific business needs and applying product knowledge to meet those needs.
· Ensuring quality of service by developing a thorough and detailed knowledge of technical specifications and other features of systems and processes, and then documenting it.
· Identifying and developing business through courtesy and follow-up calls.
· Developing effective sales plans using sales methodology.
· Providing technical advice to customers on all aspects of the installation and use of computer systems and networks after the sale.
· Educating the user on software features and how they can be applied to assist in a variety of contexts.
· Meeting sales targets set by managers and contributing to team targets.
· Contacting the existing customers in order to maintain and promote additional products and upgrades.
· Helping the store in placing order.
· Working with Remote desktop, Remedy, AS400 software’s.
Technology

	Office Knowledge:
	Microsoft Office 97, 2007, XP 2003


	Hardware Knowledge:
	Installation & upgrading of several hardware components


Skills
· CompTIA A+ Certification.

· Network+ Certification.

· CCNA, MCP – 2003 SERVER.

· Internet Security and Ethical Hacking. 

· Having Knowledge of Networking installation and troubleshooting.

· Having Knowledge of Computer installation and maintenance.

Educational Qualification
Bachelor of Commerce
: Graduated with First Class
Personal Information

Date of birth

: 07 December 1984
Marital Status

: Married
Nationality

: Indian

Passport Number
: Z2893162
Languages known
: English, Konkani, Hindi & Marathi

Hobbies

: Bike Riding, Traveling, Playing Basketball  

 References available on request
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