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PROFESSIONAL SKILLS SUMMARY 
ITIL certified professional with nearly five years of extensive hands-on experience in providing technical support for desktops, operating systems, applications and security software; as well as in incident management. Excellent verbal and written communication skills with the ability to interact efficiently at all levels. In addition to being a solid individual contributor, also a good team player who ensures the best performance from the team through motivation, training and mentoring. 
PROFESSIONAL EXPERIENCE
	Company
	Client
	Designation
	Duration

	
	
	Technical Helpdesk Engineer
	April 2014 - 

(currently working)

	IBM, Bangalore, India
	Diageo
	Technical Support
	December 2012 to March 2014

	Sutherland, Cochin, India
	McAfee
	Technical Support
	April 2010 to January 2011


JOB RESPONSIBILITIES IN DETAIL
1) (Dubai)      
· Employed as Technical Helpdesk Engineer for the client DHA (Dubai Health Authority)

· First point of contact for all issues related to IT infrastructure, applications, services and documentation for all government hospitals and clinics in Dubai

· Installing and configuring desktops, laptops, printers, software, hardware, Windows operating systems and security software

· Installing and configuring of medical applications (SAM, Pharmacy Application, RIS, PACS and Java based applications)

· Maintenance of  medical applications and software support 
· Configuring network printers and scanners

· Diagnosing, troubleshooting and documenting technical issues related to desktops, laptops, printers, Internet, email, network, etc.

· Experienced in software license monitoring

· Hardware and Software Inventory Reports 

· Periodic inspection and analysis of hardware, applications, data and documentation; suggesting any upgrades or changes required in the same
· Suggest, test, and prepare analysis of new software
· Upgrading, repairing and maintenance of IT infrastructure; documentation of all upgrade activities and assisting in maintaining the IT asset database 

· Communicating with users during upgrade activities; educating about adherence to the latest policies and procedures

· End-to-end coordination with other IT support teams/vendors/service providers, users and the management during transitions/upgrade/maintenance/repair activities

· Frequent monitoring of entire IT infrastructure, for detection of issues as well as to forecast potential issues

· Analyze the issue identified, recommend corrective action and assist in resolution of the issue

· Analyze potential issues detected, recommend preventive measures and assist in the implementation of the same

· Creating, maintaining, and periodically reviewing technical documentation for all issues encountered, corrective measures implemented, root cause analysis, etc.

· Creating and managing access control for various medical applications and systems
· Mentoring and training newly joined engineers

· Conducting process and procedure-related training sessions for the entire team

· Proficient in Active Directory, LANDesk Management Suite, LANDesk Service Desk (web and console), NexThink Analytics Tool
2) IBM INDIA PVT LTD                                     
· Employed as Technical Support Associate for the global liquor conglomerate Diageo 

· First point of contact for IT/Telecom/Network related issues for Diageo users from all English-speaking regions of the world 

· Installing, configuring and troubleshooting Windows operating systems

· Configuring as well as troubleshooting laptops, desktops, software, hardware, Internet, network, email, etc.

· Troubleshooting issues related to VPN

· Implementing access control via Active Directory

· Communicating with, and educating users about the potential risks, proper procedures, and assisting in following quality control standards

· Liaising with other support teams and vendors for timely resolution of issues

· Performing end-to-end incident management. Incidents involving other support teams are recorded and routed to the concerned party for further action.
· Responsible for following up and communicating with these teams for timely resolution of the issue, analyzing the possible causes, as well as suggesting preventive measures

· Responsible for time-critical user service/ infrastructure restoration, technical troubleshooting within complex IT systems environment. Working with users, internal IT and infrastructure teams, third party data providers etc. throughout the service restoration process.

· Using the BMC Remedy Tool for recording incidents and requests, categorizing and prioritizing them in-line with the standards. Issues and requests, as well as the actions/resolutions provided for them, are recorded

· Assisting with the review, maintenance and amendment of the Knowledge Base (developed with IBM Lotus Notes) pertaining to technical and process documentation

· Performing periodic auditing of systems and procedures, and suggesting measures to ensure compliance

· Mentoring new joiners

· Proficient in BMC Remedy, IBM Lotus Notes

3) Sutherland Global Services                                      

· Employed as Virus Removal Specialist for the client McAfee 

· Specialized in virus removal for all kinds of end user PC infections

· Responsible for providing Technical Support for McAfee’s home and corporate customers in North American Region

· Installing and configuring Antivirus solutions 

· Installing and configuring Firewall and other security systems

· Troubleshooting issues related to McAfee software

· Assisting with the detection and troubleshooting of software compatibility issues

· Communicating with and educating end users regarding potential risks, and aiding in implementing preventive measures

· Assisting corporate customers to adhere to safety standards

· Documenting issues, troubleshooting steps and solutions 

· Providing valuable input to McAfee research team about potential new threats, and thereby assisting in streamlining security solutions
NOTEABLE ACHIEVEMENTS

· Constantly achieving SLA’s and individual KPI’s at Intertec

· Key player in enabling the DHA Support team to achieve metrics 
· Top performer for the year 2014 - 2015
· IBM’s STAR of the quarter award for Q1, 2013

· Featured on the Hall of Fame for entire IBM India (2013 - 2014)

· Consistent Stack Rank 1 holder in Diageo project at IBM
· Calls and documentation are used as part of the new hire training program in IBM

EDUCATIONAL QUALIFICATIONS & CERTIFICATIONS

	Degree Awarded
	Name of Institution/University
	Grade/Class obtained

	B-Tech (Information Technology)
	Cochin University Of Science And Technology, Kerala, India.
	
First Class

	Diploma(Computer Engineering)
	Nettur Technical Training Foundation, Kerala, India
	First Class

	All India Secondary School Examination


	Chinmaya Vidyalaya, Kerala, India (Board: Central Board of Secondary Education)
	Distinction

	ITIL Foundation 

	 EXIN
	93%


EXTRA-CURRICULAR
· Member of QC Team for Nettur Technical Training Foundation (2002 - 2004)

· Part of Computer Engineering Department football team at Nettur Technical Training Foundation (2001 - 2004)

· Part of Information Technology Department football team at Cochin University (2006-2009)

PERSONAL DETAILS
D.O.B                      :  1st May 1986

Gender                     :  Male

Marital Status          :  Married

Languages Known   :  English, Hindi, Malayalam, Tamil, Kannada
Nationality               :  Indian

Interests                    :  reading, football, cricket, table tennis, movies, music.

DECLARATION
I hereby declare that the information furnished above is true to the best of my knowledge.


Susmith 
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