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Innovative, Hard-Working, and Technically Skilled

Customer Support Executive

Dedicated to sincerity, automation, and performance excellence

Career Objective:

Advance into a major management responsibility with technical support of the firm.

To reach a challenging position with a rapidly expanding organization by hard work with loyalty.

Profile at a Glance:

· Systematic & organized with quick adaptability to changing trends/ processes & possessing comprehensive problem detection/ solving abilities and a highly analytical bent of mind thus being able to comprehend & explain complex data easily.

· Senior roles include team support, resolution of complex issues, L3 level support, definition of standards and approaches, planning, and internal/external client relationship management.

· Preparing proposals and quotations, attend technical meetings with client, Arranging Tech for site survey, Prepare detailed documentations. Managing telecom systems.

· Proficiency in using applications such as MetaSolv TBS, Citrix, VPN, GIOM, EFMS, NGGNI, GPS, HPSM and other tools. Project scoping, design and architect in Citrix based, virtualization and networking technologies.

· Good knowledge in customer relations and service delivery. Ample knowledge in software programming.

· Excellent written and verbal communication and interpersonal skill. 

· Ability to effectively supervise team members and organize work activities for team members.

· Documenting project installations by compiling, categorizing and processing pertinent data records

· Project handover and documentation. Excellent time management and organizational skills. 

PROFESSIONAL EXPERIENCE 

Alcatel-Lucent GPON Migration-project for DU Telecommunication (Emirates Integrated Telecommunication company)

 Customer Support Executive
· Worked as an admin of trouble ticket team for handling customer Migration complaints(calls as well as Emails) and arranging filed engineers at customer premises if needed.
· Scheduling and arranging filed engineers at customer premises as per customers convenient  time.
· Handling customer issue calls and answering with a proper resolution in a a timely manner. 

· Data Management and circuit creation using Alcatel softwares like Netcraker and CRM. 

· Had a responsibility of handling all incoming enquirers via phone and email for potential and current GPON Migration customers, troubleshooting helps providing if needed.

· Communicating and coordinate with operations and engineering team to ensure that follow-up on customer migration complaints, Trouble tickets, coordinating missed/delayed installations, and other customer-related issues has been taken place/ resolved.

· Records and maintains complete and accurate documentation of all activity performed on appropriate medium.

· Informs management of operational issues impeding performance or customer satisfaction including but not limited to those impacting the customer, client, or the company. 

· Experienced in handling irritated customers and follow up complaint handling processes

· Administrate and analyze network fault/ trouble tickets. Coordinates and monitors the outages with other sections until the problem is resolved.

· Coordinate section activities and ensure smooth operational flow and acceptance of new systems.

AT&T Global Business Services, (January 2013 to October 2013)

Worked as a Customer service Coordinator. Managing order management and provisioning team. Project Planning, Project Scheduling, Effort Estimation, Work Allocation, Order updating and train the resources on new projects. The role comprises of implementing sales form order placement through implementation and activation, interaction with customer, vendors to obtain technical requirements to complete the delivery. Will have to Work through internal and vendor channels, and with customers to deliver service. Design, Estimation and Sales Support for Intercom Systems. Estimation and design of Intercom Systems and Master Clock Systems. Assist Sales Engineers in System Design and process quotation.  Update Sales track record using NOUS software. Customer Support. Business Follow up.  Co-ordination and follow up for payment and arrange delivery of items. Initiate Monthly and Yearly Management report. Assist / Guidance for Technical Seminars and Presentations.

· Coordinator of order management and customer service team. Project Planning, Project Scheduling, Effort Estimation, Work Allocation, Order updating and train the resources on new projects. 
· Receives, processes and verifies the accuracy of orders from customers utilizing the organization’s internal CRM/mainframe systems and customer purchase orders.

· Develop knowledge about each customer’s business model and requirements. 

· Provide price and cost proposals in response to customer’s requests. 

· Maintain competent understanding of company’s products, their functions and alternatives. 

· Coordinate, analyze and improve customer service functions to meet company goals.

· Initiates required action for response to customer service requests for order changes, including the maintenance of order/customer information files and communicates changes to the appropriate personnel/departments. 

· Coordinate accurate and timely delivery of various aspects of company seminars: seminar materials, appropriate presenter, client profiles or assessment tools, a/v materials, etc.

· Support clients by researching and answering questions regarding curricula, pricing, facilitator training, invoicing, delivery of product and account adjustments. 

· Contact customers regarding contract cancellations to determine cause and possible corrective measures. 

· Working with order management and responsible for implementing sales form order placement through implementation and activation, interaction with customer, vendors to obtain technical requirements to complete the delivery. Will have to Work through internal and vendor channels, and with customers to deliver service. 

· Ensures and provides quality service to both internal and external customers.

· Receives inquiries from and/or contacts the organization’s branch/regional offices to resolve a variety of order-related issues. 

· Accesses the company’s internal systems to obtain and extract order information and provide customer service management with the data for inclusion in various scheduled and special reports performs assigned system maintenance to various electronic order files.

· Participates and provides expertise as a member of the customer service’s departmental team. The team's objectives are develop and recommend changes to existing methods and systems to increase the accuracy, efficiency and responsiveness of the customer service department as a whole.

· Evaluate new technology to keep the department abreast of developments in network technologies. Supervision of second party contractors. 
Synchronoss Technologies (June 2006 - January 2013)

Synchronoss technologies are the leading global provider of on-demand transaction management software platforms for connected devices. Acquired Wisor Telecom in 2008, company that was into telecom order management and circuit provisioning, development of telecom OSS products like VFO (Virtual Front Office) that is being used now by major carriers in U.S like Frontier, Centurylink, Level 3 Communications, and Global Crossing etc. 

 I had been in to USA- Pennsylvania (on site) for a new project called–“Time Warner cable” for Order support and order management. 

Projects and Roles


Order Management and Order Processing for XO, Global crossing and Level3 Communications (May 2006 – January 2013)

Worked as a Customer service Executive for the team of order management and provisioning support. Mentoring a team of 6 guys consists. XO and Level3 is a leading CLEC who provides services in U.S. The role is to manage global orders through different in-house systems, ensuring that key milestones are achieved and customers and carriers are regularly updated.  

 Job Description:

· Mentoring a team of 6 guys included. Project Planning, Project Scheduling, Effort Estimation, Work Allocation, Order updating and train the resources on new projects. 
· Has been working as a Key member in provisioning support and Order management team.
· Validate CFA facilities and location information with ILEC/CLEC.

· Place orders on carriers and track them so that they deliver on time.
· Well working knowledge in Order processing system MetaSolv TBS, Citrix, VPN.
· Coordinating between Sales, Circuit design, Ordering and Network activations team.
· Escalate with LECs to meet customer expectations.
· Organize vendor meets if required.
· Organize, coordinate and schedule customer activations with Field-Ops and engineers.
· Update all systems and tasks with relevant information.
EDUCATIONAL PARTICULARS

· B.Com (Bachelor of Commerce) from University of Calicut, Kerala (2005)

· Post Graduate Diploma in GNIIT Software with 80% from NIIT, Bangalore (2008)

· DCFA (Diploma in computerized Finical Accounting from IRS Computers Academy, Kerala) Tally 7.2
TECHNICAL SKILLS

       Operating Systems                : MS DOS, MS Windows 2000/XP/Vista/7/8

       Internet Tools& Applications   : HTML, Tally 7.2, MS-Word, MS-Excel, MS Power Point.

       Databases

         : MS SQL 2000

PERSONAL PARTICULARS

      Date of birth               :  27/05/1984

       Sex                            :  Male 

       Marital Status
          :  Married.
       Language known         :  English, Hindi, Malayalam, Kannada

Strengths:


Team Development, Holding USA B1 Visa for next 6 years, Client Interaction, Client Satisfaction, strong organization, belief in self, self-confidence, Strategic Vision, Optimistic Attitude, Data Analytical Skills, love to learn new things, Managerial Skills. Having belief in job done anyhow, anywhere, anytime.

