Nazeem 

E-mail: Nazeem-392929@2freemail.com 

OBJECTIVE
To utilise my skills and experience to reach its maximum potential, and to work in a challenging technical and management environment which would be best suited for my skillset.
ACADEMIC QUALIFICATION

· B.Sc. (Bachelor of Science – Computers & Electronics)

        
University of Mysore
· M.B.A (Masters of Business Administration – Technology Management) Karnataka State Open University 
TECHNICAL CERTIFICATIONS

· Computer Hardware & Networking Course (C.P.C Polytechnic - Mysore)

· MCP (Microsoft Certified Professional)

PROFESSIONAL EXPERIENCE






                                  June 2017 - Present

Process Specialist- HR.
· Took up a role in HR to challenge myself to accomplish and work in other fields of IT companies, and at the same time learn and appreciate other processes and departments which contribute to the whole of IT.

· Part of the new H-1B petitions process team to iron out the issues with US visa processing system within the company.
· Streamlining visa documents and visa processing system, and handled visa operations for Infosys for various countries across the globe.

· Simplified verification of the visa documents processing and eligibility criteria.

· Established better communication channels with employees on immigration / non-immigration petition status.

· Researching on the volume of cases monthly. Reviewing applications and authorizing the issuance of passports in cases of gaps or conflicts in citizenship applications.

· Currently Processing WP (Work Permit), Amendments, Transfers, extensions, Dependent Permit and dependent permit extension for countries such as USA, Australia, UK, Belgium, Germany, and Switzerland.

· Adhering to SLAs (service level agreement) and ensuring the cycle time taken is minimum.

· Improved on one to one employee relationship with HR in submitting documents for visa processing team.








          July 2010 – April 2017
Team Leader – Level 2 Service Support

· As a Team Leader, I was responsible for managing a team, which deals with desktop, laptop and networking escalations.

· I was responsible to make sure the team achieves maximum number of closed cases within the business.

· I was expected to reduce the number of escalations to the field engineers by addressing the necessary cost and spares involved in their work.

· I have worked on maintaining ATH (call handing time) to save maximum number of spares raised and to attend maximum number of tickets every month with the team.
· As a proactive measure encouraged the team contribute KBASE (Knowledge base articles) every month which to reduce the number of repetitive calls.
· My responsibility also involved closing the communication gap between the desk engineers and the field engineers to resolve tickets on time.
· I was responsible for taking training sessions for both Level 1 and Level 2 engineers.

· I was also responsible for preparing performance reports of the team and communicate this to the higher level management.
· Reporting statistics to the management and holding meetings and presentations was an integral part of my role.
· I was responsible for meeting team’s targets and ensuring productivity is at its peak.

· I have shown keen interest in both service management and project related activities.

Before moving up as a Team Leader, I was working as an Executive Technical Support at Wipro, where I was responsible for,
· Providing incident support for more than 100+ clients.
· Responsible for working in line with the service level agreements of the company and clients

· Responsible for proactively monitoring calls to answer them within agreed timescales

· I had adhered to procedures in every situation to provide the client the best level of service.

· I had a keen interest in other processes and made myself aware of the team management skills

· I had managed consistent growth in resolving calls

· I had shown keen interest in taking additional responsibility while doing the business as usual job

· On a technical side, I was providing remote support for Desktop and Laptop hardware, and Remote support for business critical applications

· I was responsible for troubleshooting hardware, software and network related issues.

· I have attended training programs as and when provided and proactively cross trained other members of the team.
· I have always shown keen interest in helping the team members resolve their calls which contributes to the team’s performance.








   June 2008 – June 2010           
Customer support Engineer

· I was responsible for providing incident support for clients such as Southern Railways, CFTRI, SBI Bank, Dena Bank, NIE College and other reputed organisations based in Mysore (Karnataka)

· Responsible for installation, configuration and troubleshooting of Widnows Desktop and Server operating systems

· Responsible for Installation and configuration of servers such as IBM & HP.

· Responsible for carrying out remote troubleshooting using tools like Terminal Services for servers

· Responsible for attending to incidents at various client locations.

· Responsible for Installation, configuration and troubleshooting of printers such as HP, Lexmark, modems, scanners, switches and Hubs.

· Responsible for setting up a complete network from laying LAN cables to installing desktops and servers.

· Responsible for supporting LAN connections for various clients

· Installation, configuration and troubleshooting applications such as Internet Explorer, MS Office applications and Business applications.
PROJECTS

Below are some of the projects I have been involved in,
· Servers installation project in K.R Hospital
· Servers installation project in NIE College

· Server installation project in Rangroa & son’s
· Desktops roll out project in St. Marys school

· Desktops roll out project in NIE college
TECHNICAL EXPERTISE

· Service Management Tools: Wipro Centralised Contact Centre

· Server Operating Systems: Windows 2016,2012,2008, 2003, 2000 Server.

· Server Hardware: IBM Compatible

· Desktop Operating Systems: Windows 10/8/7, Vista, XP.

· Desktop Hardware: IBM, Wipro, Dell

· Printers: HP, Lexmark

· Packages:  MS Office 2000 / 2003 / 2007 /2010/2013/2016.

· Anti-Virus: McAfee / Norton / Avast

· Remote Control Tools: Terminal Services, VNC, Dmware

STRENGHTS
· Excellent leadership and team player qualities
· Able to work under the pressure of deadlines
· Capable of working in both remote & customer facing environment

· Good communication skills
