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PROFILE

A business professional with more than six years of experience in the IT field managing customer service department and telesales. Possesses strong analytical and logical skills and an eye for detail. Strong leadership skills with the ability to work in a team as well as independently.

PERSONAL INFORMATION

· Date of Birth
: 
12 July, 1971

· Nationality
: 
Canadian

· Driving license  :
International Driving License

PROFESSIONAL EXPERIENCE
	Motorola Account, Computer Science Corporation (CSC), Montreal

Team Leader/ Supervisor
	12/2005 – 02/2008


· Managing daily functions of help desk department and representing help desk at required meetings.

· Assisting in fine-tuning and implementation of Policies and Procedures.
· Participating in coaching, reviews and training assessments of helpdesk agents in conjunction with department managers.
· Work closely with management to achieve team and department goals.
· Analyzing calls volume on continuous basis. Keeping manager informed of calls volume changes. Making recommendations if more staff is required or if change of process will assist in meeting Service Level Agreements (SLA’s).
· Interacting with other departments to ensure Help Desk assistance is being administered properly and projects are getting done as per schedule.

· Interviewing and making recommendations for open positions in the call center.
· Completing performance evaluations for all employees in the help desk.

· Intervening in all issues that have gone beyond the capabilities of the help desk.

· Escalating major issues that have direct impact on the business to the attention of the teams managers and following up on them to ensure the fastest resolution.

· Counseling and motivation of team.
	Motorola Account, Computer Science Corporation (CSC), Montreal

Customer Support Analyst
	12/2004 - 12/2005




· Provided technical assistance over the phone, diagnosed and trouble-shooted a full range of technology-related issues; including desktop and laptop hardware, commercial off-the-shelf software, custom applications, and network problems.

· Supported multiple networking protocols (specifically TCP/IP and Ethernet).

· Acted as a customer advocate.
· Interacted with internal department and external department resources for problem determination, resolution, and escalation
· Performed a higher level of research and trouble-shooted to gain first contact resolution.
· Document exact work process within calls tracking software accurately.

· Ensured being updated with all systems and tools used in IT problem diagnosis.

PROFESSIONAL EXPERIENCE (CONTINUED)
	Microsoft, Wephelp Co, Montreal

Technical Support Engineer
	6/2003 - 12/2004



· Acted as point of contact regarding technical issues.
· Installed Microsoft applications on Macintosh computers, which require solid understanding of Mac OS 8.6, 9.x.x, and 10.x.x.

· Provided support for various Microsoft products like Word, Excel, Power Point, and Virtual PC.

· Reproduced customer problems, debugged, documented, developed products and tools
· Provided cases for different technical trouble shooting issues as well as the optimal corresponding resolutions using KB Articles

· Worked closely with Engineering to facilitate feedback and support for effective technical support.
	Wephelp Co, Montreal

Technology Sales Representative 
	4/2002 - 6/2003



· Identified sales opportunities
· Identified key customer requirements and created customer demand for account products or services.
· Negotiated and closed sales deals.

· Followed-up with customers to ensure customer satisfaction and expanded business opportunities
· Maintained and updated data about sales territories and accounts.
EDUCATION

	Concordia University, Montreal

Bachelor of Commerce - Management Information Systems, E-Commerce
	2002



COMPUTER SKILLS

· Languages: C++, Visual Basic 6.0, VBA, SQL, HTML, java Script 3.0, CFML, ASP

· Software Applications: Rational Rose, Visible Analysis, Microsoft Office Suite, Adobe, Virtual PC, Lotus Notice, Clarify, USD, Remedy, and Web Server Application

· Database: Access, RDBMS

· Operating Systems: Windows, Mac OS

· Good knowledge of network design and concepts, TCP/IP, HTTP, HTTPS, firewalls

· ITIL and Six Segma practices

EXTRA-CURRICULAR

	Concordia University, Montreal

VP Internal, Decision Science & Management Information Systems
	2001-2002



· Helped arranging for various social activities at the university to broaden awareness of the association for students

· Coordinated visits of guest speakers

· Staffed the information desk for students during public awareness events

· Initiated and maintained contacts

ACHIEVEMENTS

· Certificate of appreciation and lasting contribution to Customer Service Excellence

· Certificate New Employee Support Training from Microsoft Corporation
