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PERSONAL SUMMARY 
A well-presented, and well-mannered IT Service Management professional with extensive experience in performing diagnostics and resolving customer's technical problems via telephone, e-mail, logging software and one to one Queries. 

Having a proven track record of successfully finding the root cause of problems, resolving them and forwarding suggestions for improvement. Possessing strong Customer Service skills, good communication skills and attention to details. Looking for a company which will improve my problem solving skills and allow me to continue to develop my knowledge and potential. 

WORK EXPERIENCE 
Access Bank Plc - (Head Office) IT Building, Idejo Victoria Island, Lagos

Team Member, IT Customer Service Management Mar 2012 – Dec 2014
Responsible for taking & logging incoming calls & providing efficient customer support for all 1st line issues relating to Servers, Desktops, Laptops and peripherals and Applications. 
Duties: 

· Providing technical support over the phone to all IT users. 

· Handling incoming incidents via the phone, e-mail and the logging software promptly and effectively.

· Diagnosing and resolving a wide range of technical issues using SQL Queries. 

· Taking ownership of a call and seeing it through to closure. 

· Escalating calls and issues where necessary to senior managers & team leader

· Investigating and implementing ways of reducing calls to the Help Desk.

· Ensuring that all call details are captured and entered in the logging software

· Updating support documentation

· Answering & responding to all calls & requests within agreed time scales. 

· Keeping customers updated as to progress. 

Access Bank Plc. (Training School)

Facilitator Microsoft Office Productivity Tools Mar 2012- Till date

· Facilitates Trainees on the Microsoft Office Productivity Tools

· Prepare Tests, Quizzes and Exams based on Microsoft office Tools

ACADEMIC QUALIFICATIONS 
· B.Sc (Hons) Computer Science (Second Class Upper Grade)

            Federal University of Agriculture Abeokuta (FUNAAB)   2005 - 2009 

· West African Senior School Certificate

            African Church Grammar School                           

1997-2003

· Primary School Leaving Certificate

            St. Bernadette's Nur/Pry School

          

1991 - 1997

PROFESSIONAL QUALIFICATIONS

· CISA certification (June, 2013)

· ITILv3Foundation certificate holder    (Oct, 2012)

· Cisco Certified Network Associate   (Mar, 2011)

· IT Essentials (Computer Engineering) (2009)

REFREES 

Available on Request
