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PERSONAL STATEMENT
Seeking assignmentsin IT Systems Administration, Customer Service andTechnical Support with an organizationofhigh repute.
PROFILE SUMMARY
•   Offeringover5 yearsof experienceinhandling ServiceDeskandTechnicalSupportOperations
•   Domain expertiseentails Systems/Networkand InternetIndustry(Domains, Weband Email Hosting).
•   An effectivecommunicatorwith excellentinterpersonalskills andclient servicing abilities.
•
First rateanalyticaland problem solving skills dedicatedto maintaining high quality standards,planning and managing projectsfrom inception to completion.
•   Ability to creativelysolveproblems andshow good judgmentin stressfulsituations.
•
Eagerto contributein ateam-orientedenvironment having aninnerdesireto gel in cohesiveteam and workfor businessgrowth.
CAREER HISTORY
SolutionsPvt. Ltd, Mumbai
Position :Sr. Web Solutions Specialist– BigRock.com
From February2011 – till date
Being thefront linesupport forcustomers overemail, phone,orother channels.
Investigating and identifying solutions to various kinds oftechnicalissues spanning Domain Names,DNS, Web
Hosting, Email Hosting, WebsiteBuilder andDigitalCertificates.
Performing up-selling andcross-selling ofBigRock products to qualifiedcustomers.
Record,trackand reportproblem activity to ServerAdministrators,Developersandrespectiveteams. Escalatecomplex system-wideissuesorbugs to L2 support and softwareengineeringteams.
Ensurespeedyresolution ofcustomerissues whilemaintaining high customersatisfaction.
Review existing product, featuredocumentation andpublish in internalknowledge-bases. Monitoring andenforcementof acceptableusagepoliciesin casesofsystemabuse, illegal usage, misrepresentationetc.
Handling first level escalations.Assisting with anyDomain names, Websiteand WebHosting relatedqueries
mainly viaCalls, Chats &Tickets.
Managing theteamin meeting theSLAand ensureminimum abandonrate.Helpedin managingthefloor for product outagesand schedule,monitorbreaksfor analysts.

Supporting technicalqueriesincluding setting up the email accountsforthe registeredDomain Name,guiding in making changesto thesettings ofthedomain and useraccounts.
KnowledgeofWordpressCMS. Assistedcustomerswith wordpressinstallation, troubleshooting common website problems and completewebsite restoration.
Knowledgeof WebHosting Panels used on Linux and WindowsServers– Cpanel/WHM,ParallelsPlesk. Assistedcustomers with VPSandDedicatedLinux servers.BasicknowledgeofLinux Shell Commands.
KnowledgeofMySQL and MSSQL. Assistedcustomers to createdatabaseson serverandalso helpedwith backupand restoration.
KnowledgeofSSL Certificates.Assisted customersto install, configuresslcertificateson hosting serversand migrationofthe certificatesto newservers.
Providedtraining sessions to newjoinees.
ProjectWork -TheBigRockSupport Website– developedaninternalknowledge-base/documentationforall the tech-issuesand processesfollowedin theSupport Team.Designedand developedthewebsitein WordpressCMS. Used PHPforscripting andMySQLfor articlestorage.
Achievements
Best Performerin Marchand July 2014
Best NPS(NetPromoter Score) Performerin August 2014
Mphasis– An HP Company,Mumbai
Position :Technical SupportAssociate-BankofAmerica-ITO ServiceDesk
From December2008 – January2011
Providecomprehensive1stand 2ndLevelsupport viaRemoteDesktop Connection (RDC)forproblemsand service requestsrelatedto Hardware/Software,MainframeNetworkand ActiveDirectorysupport.
Provideassistancein setup and troubleshooting ofCiscoRouter800 series,Cisco SecureServices Client, Cisco
VPN forWork fromHome employees.
CreateHigh Severity Incidentsin IBM Maximo ticketing tool andnotifyIncident ManagementTeam
Workclosely with Incident ManagementTeamto ensureresolution ofhigh severity incidents within thedefined
SLAs.
Escalating to InternalPartnersorExternalVendorsand ensuringclosureofincidents createdat level 1 while meeting ServiceLevel Expectations.
Deploying Bank supported softwareson Client Systems using Smtools.
UpdateKnowledgebase andprovide floorsupport , mentoring to new analysts.
Achievements
Best PerformersAwardin November2010
TECHNICAL SKILLS
•   OperatingSystems  :Windows XP, Windows 7, Ubuntu,Cent-OS, Linux Mint.
•   WebServers:Apache, IIS
•   Protocols:DNS,POP,IMAP,SMTP,SSH
•    Network:CiscoRoutersand Switches,BasicNetworkFundamentals.

•   Database: MySQL, MSSQL
•    WebProgramming :HTMLand CSSBasics , PHP,WordpressCMS
•   IT Management:ITIL– IncidentManagement
CERTIFICATIONS/TRAINING
•    CCNA( CiscoCertified NetworkAssociate) 
	EDUCATION
	

	Year
2010
	Certificate
BachelorofScience- IT
	Board/University
Mumbai
	Marks
63.35%

	2007
	Higher SecondaryCertificate
	Maharashtra
	72.83%

	2005
	SecondarySchool Certificate
	Maharashtra
	66.40%


PERSONAL  DETAILS
Dateof Birth                     : 31-08-1989
Nationality                        : Indian Gender                              : Male Marital Status                   : Single 
Languages                        : English, Hindi, Konkani
References                        : Availableon Request
