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Objective

· To succeed in an environment of growth and excellence and earn a job which provides me job Satisfaction and self-development and help me achieve personal as well as organization goals.
Profile
· More than 8 years’ experience in customer service and support with recognized strengths in account maintenance, problem-solving and trouble-shooting, sales staff support, and planning/implementing proactive procedures and systems to avoid problems in the first place.

· A team player.
· Possess strong problem solving skills and an ability to manage time sensitive projects.

· Ability to motivate, and supervise customer service employees.
· Possess solid computer skills.

· Excellent working knowledge using both IBM and Mac systems; Microsoft Excel, Microsoft Word.

Experience
2008 - Present

Enterprise NOC Executive

· Work with 16 team members, responsible for more than 3,000 corporate accounts and coordinate with Data Core, Operations & Management, Field Engineers, Compliant Management, Fiber Equipment Team, VSAT and DVB-RCS team and Motorola team.
· Quickly and effectively solve customer challenges.

· Maintain quality control/satisfaction records, constantly seeking new ways to improve customer service.

· Monitoring of Multi Router Traffic Graph (MRTG).
· Whatsup Gold NMS (Open Source tool) for alarms monitoring.
· Alarm handling relating to GPON links and informing Field Engineers

· Open NMS for all Fiber links.
· Maintain Daily, Weekly and monthly reports.
· Data reconciliation.
· E-mail correspondence with internal and external customers.
· Trend analysis of RCA’s for all outages in the network.

Brain TEL
2005 – 2007

· Executive Customer services/Coordinator Technical Support Client Support
·   Responsible to handle walk in customers and telephonic queries about Brain TEL (VOIP), Brain Net and web hosting.

·   Responsible to process all new applications regarding all services, handling complaints, maintaining daily reports forwarding complaints and queries to concern departments.

·   Handle all the technical queries related to Browsing, Disconnection, connectivity Problem, change password, software, web sites and windows regarding issues.

Achievements 
· Automation of daily, weekly and monthly reports of RCA Analysis and Network Availability.
· Documentation of Standard Process of Elimination for Corporate Customers.
· Data Reconciliation to stop leakage of revenue.
· Documentation and Implementation of process for corporate customer complaints handling.
Education
1998 - 1999

Masters in Computer Sciences (MCS) - The National College Lahore.

1995 - 1997

Bachelor of Sciences (B.Sc.) - Govt. Islamia College For Women Lahore.
.
Certifications

2015                          CCNA – Training from Cisco Net Academy.

2013                          ITIL Foundation Certification in IT Service Management – Exin.

2005                         Call Center Agent Training (CCAT) - Human Resource Development Center HRDC Lahore.

2004                         Flash Commerce - Edge Systems International Lahore.
2000                         OCP (DBA Track) - Punjab Information Technology Board (PITB) Lahore.
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