Professional Profile

AUSTIN FELIX

305/2C NG Royal Park, 

Opp. Nitco Marbles, Kanjur Marg (E), 

Mumbai - 400042

 Mobile: 9833375898

Email: austinfelix@msn.com


Objective: To work in an organization which gives me an opportunity to utilize my talents and experience to help both grow and to meet the challenges that lie ahead, would like to participate in an environment that is competitive, shapes my work ethics and provides opportunities to work in groups

Experience: Total 10 years of work experience.

· Involved in providing Technical Support

· Involved in providing Customer Service

Professional Experience:

September 2004 – Till Date
Company Name:  Hutchison 3Global Services Pvt Ltd.
Company Profile: One of the leading companies for 3 Mobile phone for 

                           Australia, U.K & Ireland

Designation: Lead Advisor

Job Profile: 
· Customer support solutions for Business Customer’s 
· Providing Support & after sales solutions to Dealers/Retailers regarding customer service issues.
· Conducting process training for new joiners.
· Floor supervisor
December 2002 – Till: August 2004 

Company Name: Wipro Spectramind Services Pvt. India Ltd.

Company Profile : Wipro BPO Solutions Limited, a leading BPO in the country with branches. Spread across Mumbai, Delhi, Pune, Chennai.

Handling International Processes Like - Microsoft, Microsoft Exchange Servers, America Online & DELL. Providing a substantial technical and customer support to the above mentioned clients. 

Designation: Technical Support Associate. (Microsoft)

Responsibilities: 
· Troubleshooting all kinds of technical issues involving MSN internet access and MSN software for MSN a leading ISP in the U.S.

· Taking L2 (Level-2) Escalation calls as and when required. 

· Mentoring new hires, providing technical training for MSN software & customer service skills.
· Monitoring calls to provide adequate quality and technical coaching targets as per MSN requirement.
Training: Attended (IMPACT ) a training program designed by Microsoft for achieving extraordinary customer relationships at Wipro Spectramind. 

In addition to this also had product training on Microsoft Software along with basic networking.

December 2000 to December 2002
Company Name: Tata Infotech Ltd.,

Company Profile: Tata Infotech Ltd, is one of the largest growing software, hardware and networking company.  It provides onsite technical expertise for hardware and networking for its clienteles that includes many fortune 500 companies. 

Designation: Customer Support Executive 

Responsibilities: 
· First point contact for customers with computer issues.  
· Assigning Engineers according to their skill set. 
· Call logging and taking call updates. 
· Tata Infotech Ltd, also provides support for Dell and Nortel.  
· Dell is a leading computer manufacturer and Nortel is one of the leading manufactures of Routers, switches, hubs etc., 

Designation: Executive Dell/Nortel 

Responsibilities: 
· Browsing webs for new calls.

· Assigning engineers for a particular task according to their skill set.  
· Maintaining the SLA (Service Level Agreement) on updates of call status.  
· Coordinating Logistics transactions for the entire region.  
· Maintaining daily/weekly updates about calls and logistics transactions.

Other Experience: 

· Freelance tutor on Conversational English

· Guest lecturer on Communication Skills at Government College of Engineering (karad) for students of FE, SE, TE and BE.

Technical Skills.

Platform Experience:  Worked in Smiles package on Lotus Notes Release 5.

Software Experience: Windows 95/98/ME/XP/2K/Windows 7
Application Software: MS Office 2007, Internet/ email (Outlook express/MS Outlook.

Education: Bachelor of Arts in Sociology

Date of Birth: 3rd July 1980

