Ranjana
Ranjana.367361@2freemail.com  
Over Ten years of experience in executing responsibilities related to IT helpdesk management, involving Call Management, Vendor Management, Engineer Scheduling, Asset Management and MIS preparation.

Key 

· Customer Relationship: Excellent Customer relation skill.
· Leadership Skills: able to coordinate and direct all phases of project-based efforts while managing, motivating, and leading helpdesk team.

· Presentation Skills: preparation of MIS reports for management reviews.
· Team Management: managed a team size of 60 people at more than 75 locations for helpdesk operations.
· Operational Skills: Track record of increasing responsibility in helpdesk operations and implementation of many IT Helpdesk related processes.

· Communication Skills: Good verbal and written communication skills.
	Productivity Tools:
	MS Word, MS Power Point, MS Excel


	Call Management Tools:
	Wipro E-Helpline, Computer Associate’s Service Desk, HP Service Center Client 6.2.


Professional Experience

Smart Maid Cleaning & Housekeeping Services LLC, Dubai               
5th July’14 – 13th August 2016 (Completed 2 Years Contract).

Office Admin & Supervisor

Job Profile:

· Attending to Client’s calls and assigning job to the staff. 

· Taking care of discipline at Accomodation occupied by Maids. Make sure all are following rules and regulations of the company / Country.

· Collecting the payments received from clients in cash and maintaining accounts on daily basis.

· Preparing the daily schedules of drivers for pick up and drop of all the staff/maids. Continuous follow up with them for timely reporting.

· Also Preparing the schedule for maids and ensure they reach the site on time.
· Taking care of routine admin work in office.

WNS Global Services Pvt Ltd.                                       May’2012 – Feb’14.
Sr. Associate – Ops

Job Profile – Working as back end support to their unit Centrica Online CWE.

Bayer Crop Science Ltd:                                                   4th Jan 2008 till March’ 2011.

Asset and User Administrator:- 
Job Profile:     

      Assets:-
· Coordinating for the assets to be assigned to users all over India.

· Generating Asset Codes for Laptops, Desktops and add to Gold Disc server as per Bayer Standards.

· Tracking of assets (Laptop, Desktop, Datacard, VPN, IPT, and Blackberry) and maintaining inventory for all assigned assets all over India.

· Tracking of all changes in assets done within the department.
· Comparison of the data with the global databases before sending to the respective departments and the Controllers.

· Providing monthly data for assets to be charged for the services provided for all the assets.

· Providing monthly data for assets to all department coordinators 

·  Handling data card escalations like disconnection of data cards or any other connectivity issues.   

· Maintaining the warranty dates to track the assets to be added to AMC once out of contract.

User Management:-    

· Creation of CWID’s for login for all new employees for all over India.

· Coordination for assignments of cwid’s as per user requirement like Lotus, SAP, Bay Map and Mapics cwid’s with department coordinators as cwid’s are charged for the services provided to the Bayer external companies and process the request to the request for same.

· Coordination with HR for resigned employees.

· Maintain Contractual employees data and contract extension dates and followup for there contract extension dates as user will not be able to login once account expires.

·  Tracking of employees CWID’s with global databases before sending to the respective department /Company or controllers.

Addlional Responsibility: Handling Service desk Operations:-
· Call analyses and track all escalated calls which could not be solved within the SLA.

· Location Engineer performance analyses by no of calls attended within the SLA.

· Action on all the escalated and pending calls.

· Team review meeting to understand the problem and on the process to be implemented.

· Follow-up on quarterly Physical verification for assets with 3i InfoTech.

· Track on the attendance of the engineers and coordinators.

Wipro Infotech Ltd, Mumbai
Sep’ 2005 – Dec’ 2007
Sr. Helpdesk Co-ordinator
Sr. Helpdesk coordinator: Managing enterprise-wide helpdesk program for a reputed MNC. Oversee companywide IT helpdesk management activities. 
Job Profile:
· Instrumental in implementing in various IT Helpdesk related policies.

· Increased responsibility in helpdesk operations by effective management, motivation of team & appropriate call analysis for understanding the trends.
· MIS reporting
CMS Computers Pvt. Ltd, Mumbai
Feb’ 2004 – Aug’ 2005
Helpdesk Executive: Based at Polaris Software to oversee companywide IT helpdesk management activities. 

Job Profile:
· Logging a Breakdown call and issuing the ticket no. to the customer.

· Assigning the call within ½ hour or as per criticality.

· Preparing all Daily/weekly/monthly reports and submitting to CMS.

· ASP Warranty calls handling (Call Logging / Assigning / Follow up) for IBM/HP/Compaq.

· Adherence to Shift schedule.

· Ensure timely call closure.

· Escalation of calls to the concerned Group Head.

· Call update with complete call history.

· Verification of call logged with respect to action taken by engineer
Multiple Zones India Pvt. Ltd., Mumbai                                                      Jul’ 2002 – Jan 2004
Worked as a resident co-coordinator with their client SEBI, receiving IT complaint calls of the users and depute the service engineers for the job. 

Job Profile:
· Preparing the call reports on day-to-day basis and submitting to the office. 
· Coordinate with Multiple Zones officials for SEBI requirements. Conducting user satisfaction feedback after the service call.

· Controlling the service Engineers and maintaining the attendance record of service engineers. 
M/s Alliance International Consultancy                                                      Mar’ 2001-June’ 2002
 Counselor 
Job Profile:

· Responsible for Study abroad Business tapping, Work Permits & Immigration Documentation.

. 

M/s Radium Impex Pvt. Ltd.                                                           Jan’ 1995-Jan’1996
Asst. Merchandiser 

Job Profile:

· Job comprised for testing samples and initiating a Production Plan.

· Quality Check of Designs and samples for various High Profile Consignments & Customers.

· Co-ordinating  with the production and delivery team for timely closure of consignments.
Education and Credentials:

· Diploma in Fashion Designing from J D school of Fashion Design 1996.
	
	

	
	

	
	


Other Skills:
· Interpersonal Skills,
· Team facilitator,
· Ability to handle pressure 
· Networking.

Personal Information:
· Martial Status: Married

· Date of Birth: 1st June 1974

