
WORK EXPERIENCE:

Technical Support Executive 



                     Sutherland Global Services

DELL Portables US CTS 




                               India
(US Consumer Technical Support)

May 2007 – Till Date
Sutherland Global Services is world’s leading provider of contact center and business process outsourcing (BPO) services since 20 years and operates in multiple delivery centers across United States, India, Philippines, and Canada. SGS is an IT enabled and BPO company specializing in customer management and back-office services. Sutherland has a worldwide client base that include Fortune 1000 and Fortune 500 companies. Some of our clients are AT&T, Xerox, Amazon, HP, Dell, Intuit, and Gateway. Sutherland’s clients are from various industry verticals including retail, insurance, mortgage, banking, healthcare, telecommunications, technology, and travel and hospitality.

Key Responsibilities:

· Responsible for taking control of and resolving complex technical customer issues. May dispatch additional service as necessary.  

· Provide problem analysis and resolve client issues with the aid of available helpdesk tools e.g. help files DSN and Knowledge base articles.

· Applying diagnostic techniques to identify problems investigate causes and recommend solutions to correct failures.

· Responsible for providing remote diagnostic technical support of hardware, systems, sub-systems and/or applications for customers.

· Knowledgeable in Dell’s product line and service offerings, current industry products and technologies. 
· Knowledgeable in Dell’s procedural guidelines for issuing service and handling technical escalations.

· Collaborate with team members on knowledge transfer, support policies, procedures and standards.

· Documenting problems in the support solution database for diagnostics and solution implementation.

· Building & Maintaining excellent customer relationship.
ACADEMIC QUALIFICATIONS:
Bachelors of Technology (B-Tech)
        SRM Institute of Science and Technology
Electronics & Communication

       



India 

July 2003 – May 2007                                              
COURSE DETAILS
 
	
	Subjects

	First Year
	Basic Engineering                                            

Material Science                     

Computer programming                                     Engineering Graphics 

Mathematics         

                                         
	Electron Devices

Physics                                                              Circuit Theory

Chemistry



	Second Year
	Digital Systems                                                  Probability & Random Process

Electromagnetic Field Theory                            Electrical Engineering

Network Analysis & Synthesis                           Transmission Lines & Waveguides 


	Electronic circuits                                              Linear Integrated Circuits 

Digital systems                                                   Analog Communication

Signals and systems

	Third Year
	Communication Switching Techniques                Numerical Methods

Computer Architecture & Microcontrollers         Control System

Computer communication & Networks (CCNA)

Electronic Measurements & Instrumentation


	Digital Communication     

Digital Signal Processing                                    Biomedical Instrumentation

Microprocessor & Interfacing                              Introduction to VLSI Design

Embedded Systems & VLSI Lab

                    

	Fourth Year
	Microwave and Optical Communication             

Satellite Communication & Broadcasting           

Neural Network & Fuzzy Logic                         

Radar & Navigational Aids

Engineering Economics & Management

CGPA : 7.303
	Antennas & Wave Propagation                           Multimedia Communication

Communication Protocols

Wireless Communication


Project Work: 
Control of electrical & electronic equipments using eyelid movement for the physically challenged.
COMPUTER SKILLS
:
Excel, Word & Power Point  

Operating Systems – Windows 98, 2000, XP, Vista 

LANGUAGE KNOWN 
:     
English, Hindi & Tamil

 PERSONAL DATA               :    
DATE OF BIRTH           :              4th April 1984
                                                       
NATIONALITY              :              Indian

                                                       
MARITAL STATUS       :              Single  
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