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SIMRAN KHANNA 
Mobile: (+91) 9971856665
E-mail: Simrankhanna282@gmail.com
New Delhi, India
	Professional Profile



Accomplished IT Service Desk/customer support associate with 1 year of experience in handling and providing technical support to businesses utilizing the ITIL V4 best practice framework.
 
	[bookmark: OLE_LINK8]Core Skills 



- SLA Management                                                                     - Remote technical support
- Continual Service Improvement                                            - Excel reports
- customer satisfaction                                                              - Windows basics

	[bookmark: _Hlk100306942]WORK EXPERIENCE (1 year)

	Globivia Services pvt ltd                  Customer support executive                                     Nov’23 - Present

	







Roles and responsibilities
	•Keeping track of critical and all the issues/incidents assigned to team.
•Ensuring Prompt communication to all users in case of any breakdown.
•Attending Daily Review Meetings with Coordinators/lead/engineers/team on Pending Incidents and SR/request.
•To ensure that service norms committed to the customer are met.
•To ensure the daily work and reports done by the team time to time.
•Ensure all the customer complaints/issues are identified, logged and timely resolution providing proper communication.
•Attending daily review meeting with all technical team leads about the pending calls data or any other technical issues or information discussed.
•working for different clients, as per the requirements.
•Making reports of everyday total incident/requests pending, in open state, and total no. of incident/SR took place in the respective shifts.
•To Schedule trainings/extra-curricular activities for the Team.

	GRN Connect pvt ltd.                                  IT Service Desk Associate                                 Feb’23 – Sep’23

	




Roles and Responsibilities
	•Responsible for resolve all IT related issues in the bucket.
•Ensuring that service delivery takes place based on the Service level agreements.
•Keeping track of all the incidents.
•To ensure that service norms committed to the customer are met. Ensure all the customer complaints/issues are identified, logged and timely resolution providing proper communication.
•To monitor the calls logged by the service desk team and ensure the Timely escalation.
•Assess negative customer feedback; analyze/diagnose problems associated with the interaction; contact customer to acknowledge concerns and take appropriate measures to alleviate similar concerns in the future; ability to handle difficult customer situations as needed.








	Educational background

	[bookmark: _Hlk165828320]Year
	Exam
	Institution
	CGPA%

	2023-Present
	Bachelor of Arts and communication.
	National institute of open schooling
	Currently perusing.

	2020
	12th
	Amity International
	82.4%

	2018
	10th
	Amity International
	85.4%



	[bookmark: OLE_LINK12]EXTRA CURRICULAR ACTIVITIES

	Technical Skills
	· MS Office, PowerPoint, Excel.
· Graphic designing
· Ticketing Tool
· SQL basics

	Interests/Hobbies
	· Reading
· Graphics designing
· Adobe photoshop expertise


























































