
JasbirKaur
Phone:+91-9205130884 |E-mail:jasbirkaur11@gmail.com

Address:HouseNumber3136,Sector15D,Chandigarh-160015
LinkedIn:in.linkedin.com/pub/jasbir-kaur/2b/320/a15

Iam aconsistent,hardworking,multi-taskingandhighlymotivatedperson.Iam lookingto

improvemypositionintheworkforce,expandmyknowledgeandskills.Iam alsolookingto

establishlongterm employmentinafriendlyenvironment.Mygoalistocollaboratewiththe

team andfurtherenhancethecompany'ssuccessandreputation.

Experience

Oct,2017–Jan,20

Analyst

EclerxServiceLimited,Chandigarh

Responsibilities:

 SiteSearch-Analyzewebsiteinternalsearch(sitesearch)&testing

websiteoncontinuousbasisformaintainingwebsitequalityandcustomer

experience.

 IBM CoreMetrics(DigitalAnalytics)-AnalyzingInsightsandcustomer

behaviorusingdigitalanalyticstool.WorkedonCoreMetricstostudythe

userexperienceonthewebsites,Ithelpsinfetchingreportswithseveral

neededmetricssuchasSessions,Sales,bouncerateandrevenue.

 MISReporting-Preparationofexceldashboards,weeklydecks,QBRdecks

andotherreportsforseniormanagementandclient.

 OpinionLab-Analyzecustomerinitiated-feedbackcomments.OLtool

givesdirectvisibilitytotheactualcustomerexperienceandhelpsclearly

understandandimmediatelyaddressanyissuelikeCustomerwasunable

tofindtheproduct,priceissue,filterwasnotavailableandmanymore.

 KeywordAnalysis-Analyzingdifferentsetofkeywordssuchaskeywords,

whicharetop,searched,keywords,whichgivenullresults,orkeywords,

whicharenotconvertingintorevenueorhavehigherexitrates.And,

neededrecommendationsareprovidedtomakecustomerexperience

betterandturningsessionsintorevenuesuchas–Boost/Bury,Keyword

mapping,Hijack,etc.

 IssueTracker-Highlightingopportunitiestoimproveconversionratesand

otherKeyperformanceindicatorsandproviderequiredrecommendation.

Continuallyupdateofvariousissuesfoundonclientwebsitethathelps

clienttoimprovecustomerexperience.

 RelevancyandPrecision-Foranyinformationretrievalsystem,amajor

challengeistoprovidethemostrelevantandmeaningfulsearchresultsto

theuser.Thesemetricsareusedtodeterminetheeffectivenessofa

retrievalsystem andtheyhelpinmeasuringtheperformanceofawebsite’s

searchsystem.



Feb,2016–Oct,

2017

Education

Apr, 2004 - Mar,2005

SecondarySchool,GHS

Sector 47 A,

Chandigarh

Percentage:58.6

Apr,2006 -Mar,2007

Senior Secondary

School, GMSSSSector33Chandigarh(CBSE)

Percentage:84.8

Jul,2007-Jun,2010 BachelorofComputerApplications(BCA),KurukshetraUniversity

WorkLoadManager

IBM IndiaPrivateLimited,Gurgaon

Responsibilities:

 QueueMonitoring-Monitoraccount-ticketingsystem (ServiceNow)for

newticketsandcreateworkorders.Monitorallopenticketsforthosethat

areatriskorgoingoutofSLAandassignforhandling.

 WorkloadManagement-Reviewtheticketdescriptionandsegmentthe

workordersintothevariousbuckets(e.g.Rhythm andBlues)basedon

complexity.

Assignhigh-severityworkorderstoBluesforimmediateattention.Take

workordersofalikenaturefrom abucketandbatchthem intoablockor

work,assigningthem tospecificSAs.Duringon-shifthourstakecallsto

theon-callhotpager,createworkorders,assign,andnotifytheassigned

SA.CheckforSLAandmakesureallthetickets,changes,tasksare

completedbeforeSLA.

 PerformanceManagement-Pulldailymeasurementsfortracking

performanceandqualityofthePool.Updatethevisualperformance

board(s)fortheteam andreporttotheteam issuesofconcernwithinthe

dailycadence

 Problem Management-Trackingallrepeatedincidents,Creationand

trackingallmajorincident’sRCA.

 Reporting-WSR(WeeklyStatusReview),MSR(MonthlyStatusReview),

PendingTicketAnalysis,Problem Management(TrendAnalysis),Ticket

Backlog,AgingTickets,Analyzingnon-ticketingwork,Huddlemeeting

AnalysisReportingetc.

 IncidentManagement-MakingsureallP1’sandP2’swhicharehandledby

MajorIncidentMgt.team (Communicationemail’s,Timelyupdatesto

management,Closureupdate)Chasingandmakingsureallupdatesare

trackedonITSM tool(Remedy),Trackingallreports.

 Audit&Quality-Providingalldocumentation,analyzingInternal&external

Auditsforallteam members.ConductingTicketQualityReviewsand

publishingreportsforprocessimprovement.



Percentage:62.58

Jul,2010-Jun,2013 MasterofComputerApplications(MCA),ThaparUniversity,Patiala

Percentage:67.4

TechnicalSkills

IBM DigitalAnalytics,MS-Office,AdobePhotoshop,AdobeLightroom,AdobeDreamweaver,

AdobeSpark,ServiceNow,VisualBasic,HTML,CSS

Training

StorytellingforSocialMediausingAdobeSparkVideo

Successfullycompletedandreceivedcertificate,awardedbyLynda.com inMay’2019.

BigDataFoundation

Successfully completed,received a passing score,and was awarded a Cognitive Class
certificationofCompletioninBigdata101on15thAug,2017.

MiracleStudiosPvt.Ltd|http://www.miraclestudios.in/

TowerD,ThirdFloorDLFBuilding,ITPark,Chandigarh

WebDesignerTrainee|From Jan’2013toMay’2013

 Designed“EditProfile”pageforredfoodie.com

 Designedbannersformiraclestudios.inandboxmywish.com

 Designedwebbanneradsforpackmywish.com
 Software:AdobePhotoshop,Dreamweaver|Languages:HTML,CSS

Declaration

Iherebydeclarethattheabove-mentionedinformationiscorrectuptomyknowledgeandIbear

theresponsibilityforthecorrectnessoftheabove-mentioned.

JasbirKaur


