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Shift Lead, Account Level 2 Support in Global Account Management and Active Directory. 5+ years of Experience of IT Access Management and Technical Support, seeks a Challenging Leadership Role.
SYNOPSIS
· 5.8 years of experience in of IT Access Management and Technical Support, Shift Lead, Account Level 2 Support in Global Account Management and Active Directory.
· Currently I am with HCL TECHNOLOGIES, as Sr.Specialist – Active Directory and Access Management – Rockwell Automation.
· Prior to HCL I was with ADROIT SERVICES, as - Team leader – BPO Telemarketing and Sales.
· Distinctively handling Active Directory and Access Management, Level 2 Support.

· Successful in building relationships with key influencers, seizing control of critical areas and delivering on business commitments.
· A skilled Communicator with a pulse on ever-changing industry trends; effectively manage Knowledge Trainings and provide trainings.
· Worked as an Transition resource for Australian project for HCL – Aurora Energy.

· Onsite Working Experience. 
CAREER HIGHLIGHTS
Dv 6
Since November 2009 with HCL TECHNOLOGIES.

HCL (Hindustan Computers Limited) Technologies Limited is an Indian global IT services company headquartered in Noida, Uttar Pradesh. It offers services including software consulting, enterprise transformation, remote infrastructure management, engineering and R&D services, and business process outsourcing (BPO).
I am related to Active Directory and Access Management which mainly focuses on Providing network Access to the user and to various other Application as per the Role requirement. I am responsible for handling and managing complete team for HCL (Noida) Location.

In the initial phase of my career in HCL, I was working with IT desktop support team handling desktop related tasks. Since, March 2011, I have been assigned the role in Global Account management team.

As a part of Active Directory and Access Management team, I have worked as an transition Resource for Australian Project –Aurora Energy worked with the client for arranging support team trainings and handling of Real time issues.

Currently I am involved with My Manager in new US Project Rockwell Automation Transition, Assisted him at the time of Transition preparing trainings documents and arranging Reverse Knowledge transfer.

Apart from handling my own team Active Directory and Access Management, I was also handling other support team Knowledge trainings related issues.

MAJOR ROLE:
· Handling a Team of 7 team members in HCL (NOIDA) location.

· Motivating and Managing Team to meet the SLA and complete the priority tasks within Time.

· Handling and Managing multiple tools access permission Accounts.
· Making and Presenting Reports to Management.

· Handling Existing issues with clients as well as generate Tasks for other teams.
· Identifying individual Application accounts and responsible for managing them.
· Organise training and generate Knowledge Articles for support team.
· Responsible for customer satisfaction, hence resolving issues of Dissatisfied Customers.
· Commit & deliver weekly/Quarterly/Yearly numbers.
Achievements in HCL TECHNOLOGIES:
1. Initially handled Desktop related issues and provided Technical IT support to Customers.
2. Promoted as Specialist within 2.5 years of joining HCL.
3. Exceptional Performance ratings in all the Annual Appraisals till Date.
4. As a Support Member - Overachieved my Target quarter on quarter.
5. As a Support Member – Always gets position under 3 every months performance Sheets.
6. As a Support Member – Received multiple Appreciations certificates from Client and HCL.
7. As a Shift Lead – Maintained consistency in Team overall performance in meeting SLA.
8. As a Shift Lead – Motivated team to maintain performance scores.
9. As a Shift Lead – Single handily Trained Team Members and New Hires over different Tools, Business Process, and Business Practices.
10. Handled Global Clients – Asia Pacific, Middle East, U.K and U.S.A.
March 2007 till May 2009 with ADROIT SERVICES.
Adroit Services was a small BPO is mainly into the business of Telemarketing sales. The major Client include U.K. WIRELESS -3G NETWORK , U.K. MORTGAGE –BLUE OUPTIGAN FINANCE , U.K LOUTTARY –SURVEY (U.K – PROCESS)  , INVESTMENTS- PROFIT PERFORMERS TEAM. 

I was handling Telemarketing sales team which mainly focuses on Business and Home customers. In the initial phase of my career in ADROIT SERVICES, I was responsible for Generating Fresh Sales and charging customers by online payment Gateway.
MAJOR ROLE:
· Managed a team of 45 executives.

· Generating Fresh Sales and charging customers by online payment Gateway.

· Making and Presenting Sales Reports to Management.
· Managing Team supervisory calls.
· Quality Monitoring of the calls to increase productivity.
· Maintaining Daily data for client reference.
· Promotion and presentation of products to customers.

· Organise training and Corrective action Plan for individual team Executive.
· Responsible for increasing account Sales and sales growth for long term results.
· Commit & deliver weekly/Quarterly/Yearly numbers.
Overall Professional Achievements   
· Sales Target- Always achieved more than 100% of my sales target attainment.
· Close Champ- Delivered highest Close Rate in the year 2012-2014(HCL Technologies.)

· Most Valuable Player- Was declared Most Valuable Player for the year 2013-2014(HCL Technologies).
· Highest Revenue Generator – Delivered Highest Revenue across all Sales Team for successive 3 quarters – Adroit Services– Q2,Q3,Q4 – 2007(Adroit Services).

· Promotion- Got promotes as a Team Leader in a Span of 6 Months (Adroit Services). 
SOFTWARE CREDENTIALS 

· Operating Systems
      : Windows 9X/2000/XP/Vista/Windows 7
· Application Software     : MS-Office/SAP/Lotus Notes/Active Directory/Office 365/IIQ.
· Ticketing Tools              : BMC Remedy/Service Now.

ACADEMIC CARRER  
	Class/degree
	Board/university
	Institution
	Year

	       X
	C.B.S.E
	Modern Public School,

Moradabad (U.P)
	2002

	      XII
	J.R.N. Udaipur University
	I.P.S Moradabad (U.P)
	2004

	     B.E. – Mechanical.
	Maharshi Dayanand University
	AL-FALAH College of Engineering
	2005-2009


KEY STRENGTH 

Ability to work in a team, positive attitude towards work, sincere, ethical, leadership Quality.
DECLARATION 

I hereby solemnly declare that all the statements made above are true and correct to the best of my knowledge and belief.

Date: 

Place:                                                                     



