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Summary

I am a skilled computer graduate and a Microsoft certified professional with 10 years of user support and IT infrastructure management experience, well versed knowledge on computer and computer peripherals along with hands on experience to work on servers and network equipments, out of 10 years-I have more than 4 years of people management and team handling experience, client interactions and customer support/service experience, I have excellent analytical and decision making skills, moreover I can handle different and difficult work situations.
WORK EXPERIENCE
Assistant Manager- 2’May-2020 (Currently working) in Concentrix Daksh services India Pvt. Ltd.
· Running successfully HP technical account for the organization, I am handling the account of HP customers  for technical support on Social media platform (Whatsapp chat)

· Taking  responsibility to handle the 89 technical associates and to maintain the quality service for the customer and to make sure their problems related to HP products (Consumer & Commercial) are being addressed properly and as per their expectation
· Based on team’s  performance, I got aligned to one additional LOB to drive the same metrics and quality of services we were providing in our existing LOB(team)

· My KRA’s were to support the team ,help them to manage and achieve their daily assigned work, I was managing the team roster, escalations, quality checks and manage team performance and responsible for overall development of the team.

· Leads and direct the workforce in problem identification, problem solving and implementing continuous improvement measure, also to educate the team ,train them on new product updates and keep them calibrated to ensure there is no loops hole when supporting the customers

· Presenting weekly and monthly review to HP client ,delivering and maintaining the NPS score above the assigned target from the very next month of the process launch
 Role & responsibilities at Concentrix
· Handling Service delivery and technical queries of AT&T customer

· Monitoring customer interactions and providing feedback to the service managers
· Manage team performance and responsible for overall development of the team.

· Drives continuous performance improvement for business results. 
· Leads and direct the workforce in problem identification, problem solving and implementing continuous improvement measure.
Team Leader- 16’Aug-2018 to 1’May-2020 in Tech Mahindra (Chandigarh, India)
· I was managing the team of 22 Service managers who was supporting the US business customer’s of AT& to fix the technical issues, I was providing the support to all the advisors and was handling the escalated cases, I was managing the team roster, team performance, escalations, quality checks and follow ups with customers & the concerned team to ensure resolution for customer’s issues within the TAT
Team  Leader- Nov’ 17 to till 15’Aug-2018 in Adhrit Technology  Pvt. Ltd.( Haryana, India) 

· I was managing the team of 12 technical advisors  who was supporting the US and Canadian customer’s remotely to fix the technical issues, I was providing the support to all the advisors and was handling the escalated cases, I also was handling the team of customer service and customer retention
Sr. System  Administrator- Oct’15 to till Oct’2017 in ITFIWW LLP (Chandigarh, India)
· I was part of NOC (Network operations team) for an Australian IT company (Outsourced) to provide the support to their clients e.g. collages, institutes and pharmacies, Our responsibility was to fix any issue related to their systems, servers, user profile (creating & managing), we were fixing all the software and OS issues remotely, we were responsible for taking the critical data backup for all users on servers or on the network designated path.

Group Leader- October’13 to till Sept.'2015 in Ratchet Infotech Pvt. Ltd (Chandigarh, India)

· I was managing the team of 20 technical advisors  who were supporting the US and Canadian customer’s (Consumer and Commercial) remotely to fix the technical issues, I was providing the support to all the advisors and was handling the escalated cases, I was responsible for customer retention and customer satisfaction by resolving their queries as per their expectations, I was providing the training to all the new joiner’s and was setting the benchmark to provide the best services to our customers
IT Support engineer- 19 Nov’12 to Sept.’ 13 at A.N. Traders Pvt. Ltd.  (Chandigarh, India)
· I was managing servers and network of KFC outlets across Punjab region, Implementing the updates related to products on all the servers and  SPOS machines, I was responsible to fix any network  related issue with servers and local machines, I was taking the responsibilities of any change or up-gradation on local network and machines
Network Engineer- April’2008 to June’12 in Kochar Infotech Pvt. Ltd. (Punjab, India)
· I started as desktop support engineer and later got promoted as Network engineer and was supervising the team of 8 system technician’s, I was helping them to resolve the reported issue within the given SLA(s),I was handling and managing the local network and was providing the IT support to the in-house users, my primary responsibility was to manage and support the infrastructure of 300 in-house user/systems in different departments, I was doing all the soft and hard fixes on all the systems for local users(e.g.- Software ,OS installation and fixing the system hardware or software errors)
Career Highlights: 
· Rewarded with “Pat on the Bag” by the client(HP delivery head) for exceptional  performance 

· Awarded as a performer of the month(Team wise) & Best performer (Individual) in Tech Mahindra in Pilot batch
· Got rewarded for BEST PERFORMER and TEAM PLAYER in Ratchet Infotech.

· Got Promoted as Group Leader within a Year and half in Ratchet InfoTech.

· Got BEST PERFORMER award twice within One year in Kochar Infotech.

· Got Bravery Award recognition from the CEO of Company at Kochar Infotech.
Skill Highlights
· Strong organizational skills and customer service skills

· Can take initiatives and motivations with the ability to learn quickly

· A strong sense of customer service and history of excellent customer facing skills

· Highly detail oriented with the ability of multitasking

· Strong ability to communicate technical information to non-technical customers

· Strong maturity, professionalism, judgement and ability to complete the assigned task with minimal supervision

· Ability to balance and prioritise the tasks with good time management
· Ability to gather information and apply knowledge to make valid decisions
EDUCATION 

	Professional 
Certification

Graduation
	MCP ( Microsoft Certified Professional )

1year Diploma in Computer Hardware and Software Troubleshooting and Assembling. 

BCA (Bachelor in Computer Applications) 
	

	
	
	

	10+2
	2005 From Punjab School Education Board

In Computer Science. 
	

	10th 
	2003 from Punjab School Education Board
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