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[bookmark: _GoBack]PROFESSIONAL SUMMARY
Results-driven and adaptable technology professional with over 10 years of comprehensive experience spanning Product Engineering, IT Technical Support, and Healthcare Technology Services. 
Proven ability to deliver high-impact solutions across diverse technical environments, with a strong foundation in customer-facing roles, enterprise systems, and cross-functional collaboration.


TECHNICAL SKILLS
Soft Skills: Problem Solving, Leadership, Collaboration, Resilience, Objection Handling, Client Communication, Customer Success.
Technical Skills:
· Databases: Basic Working knowledge of SQL, Oracle, Microsoft Access.
· Mobile Platforms: iOS, Android
· Collaboration Tools: Online conferencing and productivity platforms
· Virtualization: VMWare server environments
· Enterprise Applications: Proficient in SAP SD, Salesforce CRM, and MyChart 
· Networking & Connectivity: Strong knowledge of TCP/IP protocols, Cisco VPN, Remote Access Technologies.
·  System Administration: Skilled in Virtualization (VMware), Windows OS (7/8/10), Windows Server (2012+), Android & iOS.
· Software Tools: MS Office Suite, Office 365, Active Directory, JIRA, DAX (Dragon Ambient Experience).
·  IT Support & Deployment: Experience with software installation, troubleshooting, and end-user technical support.
· Technical Sales: Background in B2B technology sales with a focus on CRM integration and client engagement.
· Certifications: Speaking Confidently and Effectively
PROFESSIONAL EXPERIENCE
Microsoft – Product Engineer                                                                                        Aug 2023 – Mar 2024
· Demonstrated expertise in multi-channel support for Dragon Ambient Experience (DAX) application.
· Managed and escalated complex issues, maintained CRM case logs, and contributed to the product knowledge base.
· Configured security permissions and provided support across various Microsoft platforms.
· Supported SQL databases, iOS/Android devices, network topologies, and VMware environments.
· Assisted users with remote desktop support and online collaboration tools.
· Managed escalations using JIRA ticketing system for product-related issues.



Nuance Communications – Product Support Specialist                                                Dec 2021 – Jul 2023
· Provided technical support via chat, phone, web, and forums, following standard procedures.
· Documented customer interactions and troubleshooting in CRM.
· Escalated unresolved issues to Tier 2/senior staff; documented product defects.
· Managed support ticket backlog with timely resolution.
· Communicated updates to users and partners regularly.
· Helped maintain internal knowledge base; shared user feedback with product teams.
· Tracked all actions and resolutions in CRM for accountability.
· Stayed available in support queues for real-time incident handling.
· Resolved or routed issues to appropriate teams as needed.
· Completed all required training and certifications.
Accenture – Web Messenger Specialist                                                                            Jan 2021 – Dec 2021
· Assisted customers with web-based chatbot application.
· Provided VPN-based remote support for router reboots and Wi-Fi pod installations.
· Installed VM software and processed service credits.

HSBC – Customer Service Specialist                                                                               Dec 2017 – Mar 2020
· Educated customers on digital banking tools.
· Resolved disputes and fraud concerns using PEGA and SAAS applications.
· Supported KYC processes and digital account management.
· Aided in IVR code implementation.
Accenture – IVR Coding Specialist                                                                                  Nov 2016 – Nov 2017
· Implemented quality controls for IVR systems.
· Managed logistics support via GSP/Citrix.
· Assisted in Virgin Media package installation and customer rescheduling.
Siemens Information & Technology – System Engineer                                                Feb 2014 – Oct 2016
· Supported SAP APO and invoice portals for various industries.
· Troubleshot OS/network issues, printer installations, and software upgrades.
· Deployed updates and managed service packs through Group Policies.
Mphasis (an HP company) – Technical Support Officer                                                 Jan 2012 – Jan 2014
· Provided technical assistance on Outlook, MS Office, and Internet issues.
· Delivered remote support using Dame Ware Utilities.
· Maintained high levels of customer satisfaction through effective issue resolution.

EDUCATION
Bachelor of Engineering – Electronics & Telecommunications


PROJECTS
Telephone-Based Message Sending System
· Designed a microcontroller/microprocessor system for telephone-based message transmission.

[bookmark: _Hlk201612996]ACCOMPLISHMENTS
· Promoted rapidly and recognized for high performance and adaptability.
· Mentored new team members and led knowledge-sharing initiatives.
· Helped improve team KPIs to 80%+ through coaching and support process enhancements.
· Collaborated with MyChart team to resolve high-impact client issues.
