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Career Objective: 

Seeking a challenging environment that encourage continuous learning and creativity that provides exposure to new ideas and stimulates Professional and Personal growth.

Educational Qualification:

· MBA (Finance) from Presidency School of Management, Osmania University

· Bachelors in Computer Applications from Azad Degree College, Osmania University
· Intermediate from St. Dominic’s Jr. College, BIE, Hyderabad

Work Experience: 
· Worked as a Senior Tech Support Engineer/Customer Service Support (L2)- since July 2011 till Sep 2012
Job Profile includes:

· Handling all queries related to synchronization of the Verizon (ISP) Devices & the physical setup of the Verizon provided equipment at the customer’s premises

· Handling all queries related to the equipment delivered for the internet connection
· Troubleshooting all the sync & routing issues related to the hardware & software on Windows XP, Vista & Win 7 OS platform & Servers.
· Troubleshooting all queries related to Verizon Internet Service Provider (ISP)
· Troubleshooting all the software related queries by taking a remote access of the customers computer
· Troubleshooting all the internet related queries with reference to new, changed and modificated orders related to the customers equipment with reference to their new or existing services
· Helping the customers in setting up all the equipments provided by Verizon
· Be a part of Strategic meetings along with Managers/Leadership team & help team members in providing/explaining the vision and the objectives of all projects and segregate them into Long term & Short term goals & plan the flow accordingly
· Subject Matter Expert for all work types & provide appropriate solution to Team’s queries

· Have excellent connect with Clients and it helps in responding to situations/queries quickly
· Lead a team of SME’s which provide consultation to the key accounts of the company
· Lead a Team with a clear vision, provide appropriate trainings/refresher sessions, and help them in overall development of team members

· Ensure that all team members have the required education and training to effectively participate on their aligned project
· Provide all necessary Business/Process information to the team
· Co-ordinate with functional managers and the team members to obtain required resources to support the team’s requirements

· Provide supervision/support to team members by resolving their queries & train them with problem solving skills & to troubleshoot issues arriving at root cause in a systematic approach
· Keep motivating the team so that they always deliver their Best & provide constant feedback to enhance their skill set
· Help the team in completing prometrics conducted for the process improvements
· Motivate the team to work effectively and efficiently owning up responsibilities and conduct frequent team huddles for brainstorming ideas for process improvements and sharing updates instantaneously with Team
· Handle customer escalations & provide them with appropriate solutions instantly 
· Proactively cross train the teams to be ready to handle any challenging task/volumes

· Organize process meetings/activities, quick huddles on floor for update sharing/exception scenarios

· Preparing SOP’s (Standard Operating Procedures) and Training Manuals

· Tracking variation of volumes for Team members thru Volume trend variation analysis etc & reduce variation accordingly 
· Conducting Process Knowledge Test for team members & providing feedback with solutions etc for further improvement 

· Take Process Dashboard calls / Conference calls for day to day activities/progress & take ownership to handle System IT issues etc by Coordinating IT team

· Perform Quality check for team members & discuss the error details with team so that others become cautious in these scenarios and avoid errors
· Always met Customer agreed Service levels & exceeded Customer expectations and brought laurels/appreciations to process

· Associated with Employee Engagement – Fun activities team & organize fun games etc on the floor/during Town hall meetings etc

· Worked as a Senior Technical Support Engineer (L2) with Wipro since June 2009 thru May 2011
Job Profile includes:

· Handling Technical queries supporting North American customers for the hardware & software related issues in Win XP, Win Vista, & Win 7 OS
· Resolving queries and with First Call resolution obtaining good productivity numbers and had excellent customer interaction/experience
· Troubleshooting all the software and hardware issues that come across with their computer system & applications remotely

· Remote Support for all HP related issues in the Unites States by using the Remote Tool like HP Instant Care & SR-dash

· Lead a Team with a clear vision, provide appropriate trainings/refresher sessions, and help them in overall development of team members

· Ensure that all team members have the required education and training to effectively participate on their aligned project

· Provide all necessary Business/Process information to the team

· Co-ordinate with functional managers and the team members to obtain required resources to support the team’s requirements

· Provide supervision/support to team members by resolving their queries & train them with problem solving skills & to troubleshoot issues arriving at root cause in a systematic approach
· Handled Level 2 & Managerial technical escalations which are actually part of management escalations
Skills:

· To ensure that my goals/strategies are aligned with the Company’s goals
· Obtaining FCR (First Call Resolution) & TPR (Total Problem Resolution) for the FCO (First Call Opportunity) and as well as for Non – FCO customers
· Meeting targets as assigned and also achieving the assigned metrics which are considered in terms of CSAT (Customer Satisfaction Surveys) on all resolved cases
· Expert in resolving Customer and Process related issues

· Resolving escalated issues and escalates issues as needed to support resolution for notebooks
· Handling level 2 escalations as a part of the management escalation process
· Handle technical queries regarding the notebook & net books for the hardware, software & third party software issues and also dealing in Post delivery care issues
· Handling dispatch queries and also initiating dispatches for the repair process of the complete notebook & for the parts as well
· Refund of the money if in case of an unresolved or OOS (Out of Scope) repairs & as well as for the OOW (Out of Warranty) technical support plans for the customers.
· Managing oneself with the ability to work independently and efficiently to meet the targets
Achievement at Work:

· Cleared all the HP Prometrics with 90% clearing marks conducted by HP
· Attended trainings conducted by Wipro which helped me to build a good confidence level, high motivational effect and positive approach
· I also take initiatives in reviewing product process updates which gives an opportunity to identify and work on accuracy
· I use best practices to do my job well at Wipro and always deliver the best within deadlines & always try to do things differently to delight the customers of HP
· Worked as a Technical Support Engineer with Brigade from Oct 2008 thru April 2009
Joined as a Technical Support Associate in a voice process, providing assistance to North American Customers for Hardware & software related to technical issues for Win Vista & Win XP Operating System.
Applied Research Project:

Project-1 Ratio Analysis in State Bank of Hyderabad
Scope and Responsibility:

It involves the detailed study of Market position of the State Bank of Hyderabad in terms of trends and factors which might affect the future prospects of the bank with its policies and also the SBH’s payment of interest to its account holders.
Duration: 3 Months
Project-2 Inventory Control System

Scope and Responsibility:

This System involves computerization of warehouse, it keeps track of the purchase orders, goods requisition and transaction involving the movement of goods in and out of the warehouse, reports listing the stock status and stock movement are generated.

Project-3 Movies Information

Scope and Responsibility:

This will keep track record of all the movies from 1974 to till date along with their starting date and ending date with their status. It also contains how many movies are under Top-10, and also to keep record of all the theatres which has done more collections on the movies along with the movie name.

Strengths:

· Excellent Communication skills
· Good People Management/Negotiation Skills

· Customer Centric

· High on energy & Team spirit
· Escalation handling skills /Root cause analyzing skills/Good interpretation skills
· Ability to deal with high stress situations & deliver within deadlines

· Will and ability to work smartly and always accountable for roles & responsibilities
· Good at multi-tasking
Personal Profile: 

Nationality

: Indian 

Religion 
 
: Islam 

Marital Status 

: Married 

Date of birth 

: 21-Feb-1982

Visa Type

: Visit Visa
Hobbies & interest  
: Playing Chess & Web Surfing

Personal traits     
: Friendly, Curious about learning new things & ready for challenges
