Khader Ahmed Papa. N
Address: 12/14, Ma Po Ci Street, India 600 113
Phone: +91 9791123252
Email: khaderpapa786@gmail.com
	OBJECTIVE 
	Senior IT-Helpdesk specializing in Tier 2 Technical support for End Users. Experienced with all stages of the Scenarios to help the customers. Strong background in technical and customer support.



	WORK

EXPERIENCE
	07/2022 - 02/2024
Performance Analyzer, Sutherland, India
Responsibilities:

· Sending Reports to all the Team managers and Clients

· Audit the calls and find out the hygiene of the call.
· Callout has been made to Director if the performance of the team is going down. 
· Weekly review with Client regards the performance of the process.
· Pull out weekly reports of the agent performance and send it to TM.

· Suggestion given to Team managers for the performance of the agents.

· Preparing Slides for the Weekly WBR call with clients

· Update the KPI targets every week and send it to clients.

10/2014 – 07/2022
Senior IT-Helpdesk, Sutherland, India
Responsibilities:

· Work on Mobile issues by taking remote access.

· Tier 2 technical support for Partner Clients.
· Network connectivity issues while installing the product
· Remove the virus and  infected files in the pc and MAC
· Browser popup issue in windows 10 

· Support Cox and ATT clients for McAfee related issues
03/2014 – 09/2014
Technical Engineer, IV Support Technologies, India
Responsibilities:

· Provided functional and technical support, troubleshooting  and software problems.
· Installation & Configuration of Antivirus  and its basic level of troubleshooting.
· Printer wirelss configuration and settings
· Email configuration and hard drive backup the files

· Pop up and virus removal in MAC




	EDUCATION


	 2007 - 2011
B.E Computer Science, Anna University
2005 - 2007
Higher Secondary School, Boston Matriculation School


	ADDITIONAL

SKILLS 
	Microsoft Office package: Microsoft Word, Excel, Access

Programming: C++, Java


	PERSONAL DETAILS
	DOB: 04/01/1990
LANGUAGES KNOWN: English, Hindi, Urdu, Tamil
MARITAL STATUS: Married
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