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Summary:

Mostly 8 years as a Technical Support and Customer Service Representative.

Skills and Attributes:

Networking and supports: FTP, CISCO, ADSL, Naked DSL, SHDSL, FIBER, Lease Line, Web Hosting and Domain Hosting

Operating System: Windows OS, MAC OS, LINUX

Hardware: ADSL/ SHDSL modems, CISCO routers, VOIP devices, Wireless ADSL modem, Mobile Broadband

Software/ Apps: Email Clients, Remedy tool, MRTG tool, RADIUS tool, CRM tool, PC-console tool (Putty), Citrix Online, AD Tool

Work Experiences:

Virtually Incredible

Position: Lease Line Virtual Agent  (Work-from-home)
Date: Feb July 27,2020 - Current

Responds to phone calls and emails by providing information about the property for rent or lease.
Assists current tenants on their concerns about maintenance or bills payment  by transferring them to the right department or submitting an request to the Property Manage for further assistance.
Walking callers  through the company website if they need further assistance about setting an appointment to view the property or submitting an application to rent the property.
Assists previous tenant or vendors on their concern by escalating a report via email to the Property Manager.
51Talk Philippines
Position: Part-time Online English teacher (Work-from-home)
Date: Feb 2, 2016 - March 1,2019

Taught English to Chinese students of all age level depending on their skill set
Assisted with the basic English communication skills and their grammar as well.
Walked-through students in accordance with the topic of the day and depending on their level of understanding.
NCS Pte Ltd, Singapore

Position: Service Desk Specialist (HD2-EDMS)

Account: Local and International Projects

Date: April 15, 2013 – April 2014

Responded to phone calls and emails from Business Clients.
Provided support to customer and Engineers in logged faults to the correct Department
Supported Engineers and Business clients in processing RMA request (CISCO router, CISCO Switch, CISCO Server, HP Server, IP Phones and other Network devices)
Supported various types of projects under Managed Services
Coordinated with assigned Engineer for the incident and updated clients for the information.
Processed or opened tickets for Data Center access and liaised with the Project Manager or Team Lead for urgent requests.
Generated reports for any network issues or logs reports by the Onsite Engineer and escalate it to the Support Team
Pacnet Malaysia Sdn Bhd

Position: Technical Support Executive

Account: Australian Account/ Client

Date: December 6, 2010 – October 24, 2012

Responded to phone calls and emails from Business Clients.
Identified, troubleshoot, diagnosed and analyzed ADSL/ FIBER/ SHDSL/ LEASED LINE internet related issues and determined the appropriate course of action, and conduct repairs, configurations as needed
Coordinated with appropriate departments like NOC, IENG, System Admin (when needed) to come up with a resolution for the case.

Maintained contact with the customers to give updates on pending lodged faults/cases.

Checked CISCO managed router connections through the pc-console tool and troubleshoot issues as needed up until the Network Terminating Point (NTU)

Liaised CISCO managed routers for replacement (RMA)

Escalated ticket to Upstream provider for line issue and for Field Technician dispatch

Set an Appointment with Upstream Provider for Data Center Access for Co-location services

Configured email clients (Windows and Mac) under POP server

Identified error code and troubleshooting DU (Dial-Up) connection 

Provided  information, identified and diagnosed issues with Web hosting and Domain hosting services

Configured email clients for mobile phones ,desktop , laptop and tablets
Provided support and service for Mobile Broadband Services
Orchid Cybertech Services Incorporated

Position: Technical Support Agent/ Level 2 Email Support / Retention (Escalation)

Account: Australian Account/ Client

Date: September 8, 2008 – November 27, 2010

Responded to phone calls and emails from Consumer and Business Clients
Identified, troubleshoot, and analyzed ADSL/ Naked ADSL /IPTV / Wireless related issues. Determined appropriate course of action, and conducted repairs, configurations as needed
Lodged fault or escalated a ticket to TELCO (Telephone Company) for any PSTN issues
Provide phone technical support to escalated cases and lodged ADSL2+  faults

Coordinated with appropriate departments like NOC, IENG, System Admin (when needed) to come up with a resolution for the case.

Maintained contact with the customer to give updates on pending lodged faults/cases

Troubleshoot and configured devices for VOIP services associated with the NAKED DSL service
Disabled/ enabled Network Interface Cards NIC’s. Setup IP addresses and DNS assigned to PC
Operated Local Area Network LAN connectivity using TCP/IP protocol 
Configured email clients (Windows and Mac) and POP/SMTP or IMAP server
Identified error code and troubleshoot DU (Dial-Up) connection 
Provided technical solutions through emails based on SLA with business clients
eTelecare Global Solutions (Stream International Global Services Philippines)

Position: Customer Service Associate 2 and QA Specialist

Account: U.S. Account/ Client

Date: February 26, 2007 – August 22, 2008

Ran routine phone troubleshooting based on client’s issue 
Identified, troubleshoot, and analyzed ADSL internet related issues to determine appropriate course of action, and conduct repairs, configurations as needed
Disabled/ enabled Network Interface Cards NIC and check IP address or DNS assigned to PC 
Operated Local Area Network LAN connectivity using TCP/IP protocol
Troubleshoot  and configured VOIP services for customers using VOIP device connected to the modem (ADSL or CABLE internet connection)
Troubleshoot  mobile phones issues related to emails or basic setups
Configured email clients (Windows and Mac). 
Identified error code and troubleshoot DU (Dial-Up) connection
Recommended product upgrades, promoted new products and any action/step as necessary and as determined by client company.

Responsibilities as a Call Center Quality Analyst:

Conducted performance evaluation of employees to identify and categorize staff members as target achievers and non-achievers. Guided non achievers on ways to improve their work performances.

Conducted training sessions for the new employees and educate them on technical aspects, communication skills, application of knowledge, problem-solving abilities

Conducted sessions with employees for the new requirements of the organization and prepare, in advance, to meet the needs, such that there is no degradation of quality in work
Conducted one-on-one session with employees and side-by-side listening while they’re on call and provide feedback as needed for improvement and areas of strength to retain
Provided reports to Team Lead for the agent’s feedback result after each Team’s session
Client Logic Philippines (SITEL Baguio)

Position: Customer Contact Associate 2 / Technical Support Representative

Account: U.S. Account/ Client

Date: April 31, 2006 – January 31, 2007

Responded to phone calls
Identified, troubleshoot, and analyzed ADSL internet related issues to determine appropriate course of action, and conduct repairs, configuration as needed or referring to TELCO for any PSTN issues
Operated Local Area Network LAN connectivity using TCP/IP protocol 
Identified error code and troubleshoot DU (Dial-Up) connection
Did an outbound call for follow-up of any ADSL pending cases and had a conference call with third party providers as needed
Education: 

Bachelor of Science in Computer Engineering

University of Baguio

General Luna Road, Baguio City 

Philippines 2600

References:

Chew Mun Hong 

Team Lead – Global Operations EDMS | NCS Pte. Ltd.

5 Ang Mo Kio NCS Hub Street 62  Singapore, Singapore

Email add: munhong@ncs.com.sg
Mobile #: +6590290819

Jai Sathia Sithambaram

Manager | Line Manager - Customer Service | PACNET

PACNET GLOBAL (M) SDN BHD

Kuala Lumpur 58000, Malaysia

Email add: jai.sathianantham@pacnet.com
Mobile #: +6012 274 6497 / +6013 345 1524

Rozlin AHMAD

Human Resources Manager | PACNET

PACNET GLOBAL (M) SDN BHD

Kuala Lumpur 58000, Malaysia

Email add: rozlin.ahmad@pacnet.com
Mobile #: +6012 286 6861
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