
SOPHIASHIRSATH
Phone-8390690169

Email·sophiashirsath@gmail.com

TobecomeassociatedwithacompanywhereIcanutilizemyknowledgeandskills,workwith
greaterresponsibilitywhileenhancingthecompany’sproductivityandsuccess.

EXPERIENCE

FEB2018–MAR2019

TECHNICALSUPPORTENGINEER–L2,MPHASIS.

 Providedtechnicalsupportbytroubleshooting,diagnosingandresolvingawide
varietyoftechnicalissuesrelatedtosoftware,applications,network,servers,
telecom andotherhardwaredevices.

 Performedandprovidedsupportforsoftwareupgrades,audits,on-callrotation
foremergencyhandling.

 Assistedwithtransferringknowledge,training,mentoringandguidingnewteam
members.

 Resolvedsupportissuesviacalls,emailsandchats,screensharing,with
numerous100%satisfiedUsersurveysandappreciationfrom Clients.

 MaintainedhighestscoresinQualityauditsandCustomerSatisfaction.

APRIL2019–DECEMBER2020

SERVICEDESKANALYST,ALLSCRIPTSHEALTHCARESOLUTIONS,INC.

 ProvidedtechnicalassistancetoDoctors,Nursesandhospitalstaffwithviacalls,
emailsandscreensharing.

 Resolvedapplicationissues.Productissue,andmultiplehardware,hospital
equipmentandsoftwareissues,maintainingtheservicelevelsandcriticality.

 Engagedandtrackedhighpriorityissuesimpactingpatientcare,with
responsibilityforthetimelydocumentation,escalation,resolutionandclosureof
thetroubleandrequesttickets.

 Participatedinon-callrotationforemergencyhandlingofissues,raisedand
requestedaccessfornewteam memberswithinteractionwiththeclientsvia
formsandtickets.

 Consistentlymetgoalsofmaintainingquality,usersatisfaction,firstcall
resolutions,issuehandlingtime,andescalatingissuestotheinhouseteam if
manualorspecializedtroubleshootingisneeded.

 Promotedtoblendedsupportteam afterprovingabilitytohandlecomplexand
criticalissuesquicklywhilemeetingandexceedingrolegoals.
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EDUCATION

2012-2017

B.E–COMPUTER,JSPM’SRAJARSHISHAHUCOLLEGEOFENGINEERING.

FIRSTCLASSWITHDISTINCTION

1997-2012

SCHOOLINGANDJUNIORCOLLEGE,NIRMALBETHANYCONVENTHIGHSCHOOL

ANDJUNIORCOLLEGE.

KNOWLEDGEANDSKILLS

 Technicalsupport,desktopsupport,
analyticalthinking,applicationsupport,
productsupport,Bankingprocess,US
Healthcare.

 TicketHandling,Ticketingtool,Caseand
IncidentManagement,CASDM –Service
DeskManager,ServiceNow,Remedy,Smart
IT

 Softphone,InteractionDesktop,IVR,SLA,
Ticketescalation,AHT,FCR,resolution,
Clientinteraction,BusinessCommunication,
CustomerSatisfaction.

 Activedirectory,accessandpermissions,
machinesandgrouppolicy,verificationand
passwordreset.

 VPN,VOIP,VirtualMachine,XenApp,Citrix,
VMware,CitrixXendesktop,NetScaler,
RemoteDesktoptroubleshooting.

 Skypeforbusiness,AtlassianHipChat,Jira
,Confluence,Microsoftteams.

 WindowsOS,Windows98,WindowsXP,
Windows7,Windows8,Windows10,
Linux,Unix,Macsystem,Android,iOS.

 Printersupport,Localprinter,network
printer,printertroubleshooting.

 Browsertroubleshooting,Internet
explorer,Chrome,Firefox,Safari,
Intranet,SharePoint.

 RemoteSupport,DNS,DHCP,VNC,RDC,
SCCM,servermaintenance,server
patching,softwarepatching,software
update/upgrade,WindowsServer,
LicenseManagement,Bitlocker,
Antivirus,FileSystem,setup,
diagnostics,mobility,installations.

 MicrosoftOffice,Outlook,Microsoft
O365,Webmail,emails,Exchange
Server,OfficeSuite.
ActiveDirectory,RootDC,CDC,ADC,
RODC,DomainController

ACHIEVEMENTSANDEXTRACURRICULARACTIVITIES

 Languagesknown–English,Marathi,Hindi,Konkani

 Alwayswillingtoknowandlearnabouttechnologytrends.AttendedWorkshopson
PervasiveComputing,InternetofThings(IOT),EthicalHacking,withcertificatefrom IIT
Kharagpur.

 ReceivedrecognitionandawardforthebestperformerforQuality,from Clientin2018at
Mphasis.

 Receivedrecognitionandappreciationforquickhandlingofacriticalissue,from the
Clientin2019atAllscripts.

 Activeparticipationinsocialeventsandgatheringsforcause.

 Hobbies–Singing,PlayingGuitarandparticipatinginChoir.
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DesiredRole/Profile:Lead/Senior-DesktopSupporttechnician,TechnicalSupport

Engineer,WindowsAdministrator,ITOperations,ITAdmin,ApplicationSupport,Technical
Consultant,
TechnicalAnalyst,ServerSupport,NetworkEngineer,SoftwareSupportEngineer,Active
DirectoryMaintenance,ActiveDirectorySupport.


