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	Career Objective


To continue my career with an organization that will utilize my Management and supervisory skills to benefit mutual growth and success.

	PROFESSIONAL EXPERIENCE – 10 YEARS (Dec2006 - Dec 2016)                    - Sutherland Global services, india


QUALITY LEAD - 27th Dec 2011 – 2nd Dec 2016.
Account Handled: AT&T eCommerce Customer Service - U.S. Based.
· Helping the team members and assure that everyone who monitors and score calls has a thorough understanding of the performance standards and objections
· Analyzed the individual performance of each team member and motivated them to perform even better.
· Attending Client  calibrations for Consistent Scoring and Coaching
· Conduct a calibration session to fine-tune the forms if newly created or changed the Monitoring Form and Call Quality Guide.
· Handling and resolving internal and external escalation on priority basis

· Scheduling the team members  for work 

SUBJECT MATTER EXPERT - 27th Dec 2008 -26th Dec 2011.
Account Handled: McAfee Antivirus & McAfee Tech Master –U.S. Based.

· Helping the agents to troubleshoot and resolve all problems related to McAfee antivirus, OS and all other software.
· Dealing with the customers if the issue was not resolved in the first level support and Find out why the problem persist.
· Attending internal and external calibration calls for sharing new updates and also discussing about the archived targets.
· Dealing with clients for escalated issues and make sure the issues were resolved
CUSTOMER SUPPORT REPRESENTATIVE - 27th Dec 2007 -26th Dec 2008
Account Handled: United Online Services (UOL) –U.S. Based.

· Provide accurate, valid and complete billing information for UOL Internet services by using the right tools 
· Resolve customer complaints via phone

· Keep records of customer interactions, process customer accounts and file documents

· Generate sales leads

TECHNICAL SUPPORT REPRESENTATIVE - 6th Dec 2006 – 26th Dec 2007.
Account Handled: Hewlett Packard (H P) –U.S. Based.
· Troubleshooting and resolving all Software and Hardware related issues with Lap Top

· Helping the customers to configure printers ,emails, internet and other software’s on their Lap Top

· Analyzing the issues and escalating the cases to next level support  if necessary
	PROFESSIONAL EXPERIENCE – 5 YEARS                                                                              - COMTEXEL COMPUTERS, INDIA


Technical support ENGINEER - January 2001 - July 2006.

·  PC Assembling, Installation & Maintenance.

· Software Installations and troubleshooting.
· Maintenance of Printers, Scanners, Modems, all types of communication devices.
· Installation, Testing and trouble shooting of LAN.
· Liaison with Vendors like IBM, HP, Compaq, and customers.
	TECHNICAL QUALIFICATIONS 


Diploma in Electronics (3 Years) from Rajeev Gandhi Institute of Engineering (RGIE), Kerala on May 2000.

Cisco Certified Network Associate, Microsoft Certified Professional, Red Hat Certified Engineer.
Certified Hardware Engineer, From Ascent Computer Academy, Kerala.
	ACADEMIC QUALIFICATIONS


S.S.L.C from State Board of Public Examinations, Kerala, on March 1996.

	AREAS OF STRENGTH


· Leadership
· Team player with proactive approach

· Excellent interpersonal skills and excel in dealing with clients

· Logical thinker

· Motivate agents

· Take initiative and bring necessary changes for process Improvement
· Problem-solving

	COMPUTER  SKILLS


M S Office Packages


: Microsoft Office Excel, Word and PowerPoint

Computer Hardware


: PC Assembling, Trouble Shooting, Installation & Maintenance.

	PROJECT DONE


Infrared Remote Controlled High Voltage Switching System
	PERSONAL INFORMATION


Marital Status
: Married

Date of Birth
: 20/05/1980

	DECLARATION


I hereby declare that the above furnished information are true and correct to the best of my knowledge and belief.
Dubai
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