M.G. Arun  Kumar
Brindavan Colony,
Boduppal, 
Hyderabad -500092
                                                                                                                                                 


email : akmg.09@rediffmail.com

Mob No: 6303941304


· WORK EXPERIENCE:

· Working as a Home Tutor from September 2013 to till date.


Support Analyst in Non Voice Process

Infosys BPO - July 2010 to 2013 august

I deal with Customers of Microsoft.

1. JOB RESPONSIBILITIES:

·  Respond to Customers and Clients through Email and also through chat regarding their User Account
            Creations, System Account Creations, Active Directory, Power shell Scripts.
·  Provide 1st level customer support for basic operations using documented procedures and available tools Resolve customer issues, or escalate when necessary.
·  Follow-up on issues and inform customer about the status
· Log issues and all customer contacts into the customer database, translate end-user business needs into
            working solutions and provide technical resolutions
·  Provide product support to the Customers.
·  I probe the customer in order to analyse the root cause of the problem regarding his User Account, Password
            extension, Organizational/ Computer move, Display name change, name                                    
                Reactivate/ Recreate User Account Creations, Adding exception ,
·  I solve the problem, if the issue is with Accounts Team/ XIT Team/ FIM team/ Server Team/ HR Team/
             CSOSUBS/ CSOA/ CSOV Team/ IDMSUBS Team.
· I escalate to the appropriate team if the issue is not resolved is not with us.
·  I schedule tickets which are to be processed when the user is offline or away from working hours Customer's
·  I keep the tickets in Client Pending if we want the information from the User regarding their Issue.
·  I create the tickets which come to our Inbox queue as folders with the queries of the Users.
·  I resolve all queries like User's Accounts are not Active, they are logon to the System, their work stoppage,
             password expired, password not working, Users want to move their                         
             Redmond, North America, Fareast, Africa, Partest, Partners, exchange etc.
·  I close the tickets where in the Users Issues are resolved.
·  We have Service Level Agreement for each and every tickets.
·  P1 =4 hours, p2= 24 hours, p3 = 72 hours, p4 = 10 days SLA.
·  We prioritize the tickets based on SLA and close the tickets within the SLA.
·  We won't reactivate tickets which are P1 and also the tickets which are more than 7 days.
·  We deal with FTE- Full time Employees of Microsoft, CS- Vendors of Microsoft Business Guests, and
            Contract Employees of Microsoft.
·  We grant RAS/ Smart Card to Full time Employees of Microsoft, Microsoft Research Employees, of all
            domains like Redmond, Fareast, South America, North America, Africa.                      


· Worked as a Home tutor for SSC from May 2009 to June 2010

1. Worked in Bank of America as a Customer Service Executive for seven months.. from September 2008 to april 2009.

EDUCATION


MBA Human resources -2008 (66%)

C M Engineering College - Hyderabad, Andhra Pradesh

B.Sc  -2005  (58%)

Osmania University - Hyderabad, Andhra Pradesh

Intermediate MPC 2000 – (53%)

Oxford Junior College - Hyderabad, Andhra Pradesh

S.S.C -2000 ( 67%)

Cardinal Gracious High School - Hyd

