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Profile Summary[image: ]
· Customer Support Analyst with over 4 years of experience providing software and application support across enterprise environments through proactive communication, clear documentation, and timely issue resolution. 
· Comfortable handling multi-channel customer interactions by phone, email, and chat 
· Highly tech-savvy and quick to adapt to new software platforms, with hands-on experience using Salesforce, Zendesk, ServiceNow, and various CRM tools to manage customer relationships and account data accurately.
· Certified in CCNA routing and switching, and currently pursuing Az900 to expand my expertise.
· Strong understanding of TCP/IP, Routing protocols, Network protocols, Cloud Fundamentals and Security frameworks.
· Adept at identifying root causes, recreating customer environments, and providing timely, detailed resolutions to both technical and functional issues.
· Collaborated effectively with engineering and product teams to escalate and resolve complex technical issues in a timely manner.
· Known for excellent communication skills, both written and verbal, and a natural ability to troubleshoot login, access, and navigation issues while maintaining a calm, customer-focused approach. 
· I bring a strong sense of ownership and initiative, taking responsibility for resolving issues end-to-end and continuously improving the customer experience. 
· I thrive in collaborative, fast-paced environments, value teamwork, and maintain a consistent focus on accuracy, empathy, and delivering a seamless customer journey.

Technical Skills[image: ]
· Operating Systems: Windows, macOS, Ubuntu
· Networking: TCP/IP, DNS, DHCP, VPN, Routing Protocols
· Customer Service: Client Communication, Escalation Handling, SLA Management, Status Updates
· Cross-Team Collaboration: Working with R&D, Product Engineering, and QA teams for escalation and resolution
· Soft Skills: Analytical Thinking, Multi-Tasking, Documentation, Attention to Detail, Customer Empathy
· Technical Skills: Troubleshooting Login & Access Issues, Application Navigation, System Walkthroughs
· CRM & Tools: Salesforce, Zendesk, ServiceNow, Jira, Microsoft Office, Slack

Work Experience 
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Entrust, Ottawa                 			                  Aug 2024 – Present
Role: Customer Support Specialist
· Serve as the main point of contact for SaaS clients, managing inbound requests and ensuring timely, well-documented resolutions.
· Investigate customer-reported defects by reviewing logs, reproducing issues in test environments, and validating fixes with R&D teams.
· Assisted customers in product Integration and support for MFA configuration, and access management in Active Directory and Azure AD environments.
· Respond to customer inquiries through email and support channels, providing clear, professional, and empathetic communication.
· Maintain accurate customer data and correspondence in Salesforce CRM, ensuring all interactions and renewal details are up to date.
· Handle renewal reminders, coordinate follow-ups, and assist customers in completing required forms or updates.
· Troubleshoot access issues such as login failures and MFA errors, providing step-by-step guidance in resolving them.
· Collaborate with internal teams across Sales, Legal, and Compliance to ensure seamless customer onboarding and retention.
· Take initiative in identifying process improvements that reduce resolution time and enhance customer satisfaction.
· Work independently while managing multiple customer cases, demonstrating accountability and attention to detail in every interaction.
· Consistently maintain high customer satisfaction scores by providing solutions and clear communication throughout the resolution process.

Telus, Montreal					      Jan 2024 – April 2024
Role: Customer Support Associate
· Provided high-quality support to customers of SaaS and subscription-based systems, maintaining excellent communication throughout issue resolution.
· Accurately tracked customer renewals, subscription details, and feedback within Salesforce and Zendesk.
· Took ownership of customer concerns, ensuring timely follow-up until successful resolution.
· Troubleshot application navigation and account access issues, explaining solutions in simple, approachable terms.
· Demonstrated adaptability by managing shifting workloads, priorities, and new process updates with ease.

IOSolutions, Montreal					      Dec 2022 –August 2023
Role: Customer Support Analyst | part time
· Responded to client inquiries regarding system access, feature usage, and account management.
· Supported customer engagement campaigns by assisting with outbound follow-ups to inactive accounts.
· Documented user feedback and suggested product improvements to enhance client experience.
· Helped new team members adapt to workflow tools and shared practical tips for managing time and cases effectively.
· Maintained good CSAT and first-call-resolution targets through active listening and empathetic responses.
· Responded to high-volume inbound calls and provided prompt, accurate information to customers.

C3i Solutions, Hyderabad, India				           Feb 2020– Nov 2021
Role: Technical Support Analyst
· Delivered customer and technical support for enterprise clients via phone, email, and chat.
· Guided users through troubleshooting login and password-related issues, ensuring fast and friendly service.
· Assisted in password resets, account creation, and permissions management in Active Directory.
· Troubleshot connectivity problems involving Cisco AnyConnect, certificate validation, and MFA configuration.
· Supported Windows and network drive access, ensuring minimal downtime for users across global environments.
· Troubleshooting user network issues, access issues and windows issues by taking remote sessions on Webex, MS Teams.
· Identified application-level issues and escalated complex defects to product engineering for deeper investigation.
· Maintained consistent accuracy in ticket updates and documentation by following ITIL standards.
· Recognized for strong teamwork, initiative, and ability to stay composed under pressure.
· Handled an average of 40–50 technical tickets per day while maintaining SLA and customer satisfaction above 95%.
· Delivered phone and chat support in a 24×7 rotation while maintaining SLA and CSAT goals.


Click Labs, Chandigarh, India				           Aug 2019–Feb 2020
Role: Helpdesk Analyst | Intern
· Assisted customers with onboarding and account setup on SaaS platforms.
· Supported the customer success team with email communications, documentation, and data updates.
· Learned to adapt quickly to new tools and workflows while maintaining precision in record-keeping.

Education
· Bachelor of Technology in Electrical and Computer Engineering, Lovely Professional University, Punjab, India  
· Postgraduate in Network Security, Tav College, Montreal, Canada
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