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Professional Profile
Accomplished Technical Solutions professional with 8+ years of experience in Computer Operations, Technical and Help Desk support. Proactive self-starter known to initiate process and system improvements to increase process stability and staff productivity. Excellent communication and diagnostic skills consistently solve problems reputation for productivity, complex issue resolution and professionalism.
· Experience in Incident Management 
· Vast experience of Service Request Management 
· Knowledge in Active Directory 
· Familiar with Exchange Server 2007 
· Expertise in Configuring and Administrating OCS 
· Excellent verbal/ written communication skills 
· Efficiently can manage multiple tasks simultaneously 
Technical Skills
Operating System
Windows 7 and Windows 8
Software
MS Office 2013, MS Office 2010, Lotus Notes
CRM Software
Remedy, SM9, SM7, SIEBEL OPS VEGA
Knowledge
ITIL Process, Basic Networking concepts
Professional Experience
Hewlett Packard
Technical Solutions Engineer – Level 2 (CRM Tools: SIEBEL/ REMEDY/ SM9) July 2010 till Date
· Prepared reports based on productivity. (Daily, Weekly & Monthly) 
· Extensive user of Active Directory for creation of user account’s, Security Groups, Distribution Lists, Email accounts, VPN access, Folder access and various other tasks 
· Handled requests raised for Email Account and Mailbox creation in Exchange 2007 server 
· Creating of folders and adding users and assigning share permissions 
· Changing of folder space on different servers via Netapp Application 
· Elevating users to Local Admin Profile 
· Termination of Employees after contract expiration 
· Working towards Incident resolution 
· Managing user accounts, group permissions, user rights permission 
· On boarding of Contractors into the system and assignment of specific roles 
· Creation of OCS/LCS accounts 
· Removal of Printers, Desktops, Laptops from the Domain 
· Assigning daily tasks to engineers and follow up with them on the completion of work 
· Creation of user accounts for Employees and contractors 
· Managing VPN access for all the employees 
· Providing Next level of support on handhelds such as Blackberry & iPhones 
· Creation of Audio Conference accounts 
· Also responsible for creating Live link and OPS Vega accounts 
· Incident Management 
· Handling incidents which are service impacting and co-ordinating with various teams for resolution of tickets 
· Attending conference calls with resolving groups on lowering the incident counts by analysing the root causes of incidents 
· Successfully trained new team resources and followed up with their performance 
· Provided 24/5 Support 
Infosys BPO
Process Specialist – Lead, Operations & Workforce Management (Team Size 18/21) Jan 2009 – Feb 2010
· Successfully transitioned process called People Advisory Centre. (PAC is the customer facing team that acts as the first point of contact for all HR queries.) 
· My duties include regular QUALITY assessments for my team 
· Processes update cascading to team through huddle and document the same. 
· Reporting to Process manager and sending all the reports relating to quality, Productivity and other important data to my senior managers in the management and client. 
· Interact with clients addressing performance and quality of the team and cascade queries, which requires updates and also discuss about the procedural changes in the process and get validated. 
· Prepare weekly/ monthly reports and roster my team members according to shift planning. 
· I have exposure in process training and have transitioned new business for my process. 

Certifications
Six Sigma Green Belt
MCSA – Microsoft Certified Solutions Associate
Educational Qualifications
Bachelors in Commerce – 2008
DHM - 2002
Personal Information
Nationality
Indian
Date of Birth
15-01-1982
Marital Status
Married
Language Proficiency   English, Urdu, Hindi, Kannada, Telugu & Tamil
