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Remote Desktop Management Analyst

Insightful experience in delivering optimal results and superior performance to Information Technology Services and Applications within high growth and fast-paced environments
PROFILE SUMMARY
Information Science Engineer from Visvesvaraya Technological University. Holds more than 3 years experience of IT Service Desk management and exposure of serving Indian and international IT companies with overall responsibility of managing systems, as well as troubleshooting and resolving issues relating to computer systems, hardware, software, and network. Equipped with solid communication and interpersonal skills and capable of building positive and long-term working relationships with professionals of all levels. Experienced in implementing pragmatic IT infrastructure support solutions and working with clients spread over different countries across the world. 
OBJECTIVE
Currently seeking an advanced position where I could render effectual technical support to customers on a range of computer systems, software and hardware issues. 
CORE COMPETENCIES
Client Engagement
      IT Support

Service Management
Hardware Configuration
LAN/WLAN Connectivity
Application Infrastructures
Cross-functional Liaison 
Service Delivery Management
IT Best Practices 

CAREER HIGHLIGHTS
· Performing technical Root Cause Analysis and outlining corrective actions. Significant experience in analysing and resolving performance issues and other limitations; ensuring smooth implementation and effective testing of IT hardware/software

· Identifying and diagnosing issues and providing resolution to resolve user problems
· Developing and maintaining installation and configuration procedures
· Recognized as ‘Top First Call’ resolution performer for two consecutive months at Hewlett Packard Enterprise (HPE)

· Recognized for Best AHOT (Average Hold Time) at Hewlett Packard Enterprise (HPE)

· Recognized for consistent usage of 100% for process specific tool  at Hewlett Packard Enterprise (HPE)

TECHNICAL SKILLS
	Operating Systems
	· Windows 7, Windows 8, Vista, XP, 2000

	Languages
	· C, C++, Web Programming, SQL

	Utilities
	· MS Packages, VPN, Software Center (Microsoft)


ORGANISATIONAL EXPERIENCE

Hewlett Packard Enterprise (HPE)



     




            Jul 2013 - Present
Remote Desktop Management Analyst - L2, Shell (EMEA region)                                                                                           since Sep 2015 
Highlights:
· Promoted and serving in the capacity of Remote Desktop Management Analyst - L2 for Shell in EMEA region

· Perform root cause analysis, develop checklists for typical problems and recommend procedures and controls for problem prevention
· Installed new computers and printer with the servers. Updated server and took back up of storage regularly
· Achieved proven success of working in high-volume, 24x7 technical environments. Demonstrate strengths in rapidly diagnosing, troubleshooting and resolving client issues. Develop sound expertise in communicating effectively with both technical and non-technical users

· Deliver technical support for Information Systems and Applications that included organization wide range of IT products, systems and services
· Facilitate resolution of operational issues and support active services by engaging with business users and IT service providers in an active, solutions oriented framework 

· Identify risks, opportunities and areas for improvement, while presenting simple, effective solutions in a concise manner
Service Desk Analyst - L1, Conway Inc (USA)                                                                                                                     Jul 2013 - Aug 2015 
Highlights:

· Provided IT support as the primary interface between IT and the business. Created, assigned, prioritized, and followed up on trouble tickets and requests using the incident management software

· Managed all Active Directory tasks, password resets and the addition of users to groups and e-mail lists

· Troubleshoot network/internet connections. Diagnosed specific issues with installations and technical issues installing onto servers
· Provided detailed descriptions of issues in trouble ticket system and followed up diligently to ensure swift resolutions

· Responded to service requests; provided comprehensive incident support for customers, including rapid problem resolution followed by root cause analysis with a focus on proactive prevention and knowledge transfer

· Followed cases to ensure that they were closed well in time with the right resolution and customer satisfaction. 
· Modified configurations, utilities, and software default settings for the local workstation. Utilized and maintained the helpdesk tracking software

· Maintained inventory of all equipment, software and software licenses. Managed PC setup and deployment for new employees using standard hardware, images and software. Assigned users and computers to proper groups in Active Directory
Reussis Infotech Pvt Ltd, Web Developer


    

                                        Sep 2011 - Jun 2013
Highlights:
· Worked as a Web developer for an ecommerce company

· Checking payment authentication and shipping queries
· Worked with customers and external teams to resolve customer issues

Microland, Technical Support Representative


    


                      Sep 2010 - Mar 2011 

Highlights:

· Provided support for Belkin routers and USB adapters ranging from initial set up, reconfiguration, wireless set up to connectivity and warranty claim
· Analysed existing systems to identify flaws or inefficiencies and used problem-solving skills including both inductive and deductive reasoning. Inspected systems ensuring that the product meets company standards
CREDENTIALS
	Bachelors
	Visvesvaraya Technological University, Belgaum, India (2010)

· S.J.C.I.T, Chikkaballapur

· Bachelor of Engineering (Information Science) 



	PUC (12th standard)
	Karnataka Pre University Board (2003)

· Seshadripuram Composite PU College, Bangalore, India


	SSLC (10th standard)
	Karnataka Secondary Education Examination Board (2001)

· Seshadripuram Boys High School, Bangalore, India



ADDITIONAL INFORMATION
Date of Birth                                  10th June 1985


Languages                                      English, Tamil, Kannada, Hindi and Telugu
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