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PROFESSIONAL SUMMARY
IT Support & Application Support Professional with 3+ years of experience supporting enterprise applications in cloud and on-premises environments. Experienced in incident management, application troubleshooting, user access management, production support, and root cause analysis. Skilled in ServiceNow/Jira ticket management, Salesforce CRM, REST APIs, SaaS applications, and SLA-driven support. Strong experience collaborating with infrastructure, security, and development teams to maintain high system availability and deliver excellent customer support.

CORE SKILLS
IT Support • End User Support • Incident Resolution • Service Desk Operations
Hybrid Environment Support (Cloud & On-Prem) • Desktop & Web Application Support
System Monitoring • Root Cause Analysis • SLA Compliance
User Access & Permission Management • IT Documentation
Process Improvement • Cross-Functional Collaboration
Excellent Written & Verbal Communication

TECHNICAL SKILLS
Operating Systems: Windows10/11, macOS
Enterprise Applications: Salesforce CRM, Web-Based Business Systems
Cloud Platforms: SaaS Applications, API-integrated systems
Tools: Servicenow, Jira, Git, Copado, VS Code
Integration & Networking: REST APIs, JSON
Security & Access: Role-Based Access Control, Permission Management

PROFESSIONAL EXPERIENCE
Application Support Engineer / Salesforce Developer
Capital One | Dec 2024 – Present
· Provided L2 production support for enterprise Salesforce CRM applications, ensuring 99.9% system availability and timely incident resolution.
· Resolved user access, application, integration, and automation issues while consistently meeting SLA targets. . 
· Collaborated with infrastructure, security, and engineering teams to investigate, troubleshoot, and resolve complex production issues.
· Perform root cause analysis and collaborate with IT Operations, System Administrators, and Cybersecurity teams for timely resolution.
· Support hybrid environments integrating cloud-based applications with external systems.
· Created and maintained knowledge base articles, troubleshooting guides, and system documentation that reduced recurring incidents and improved resolution time.Ensure services operate within defined Service Level Agreements (SLAs).
· Communicate technical issues clearly to business users and non-technical stakeholders.

Environment: Windows 10/11, Windows Server, Salesforce CRM, Jira, ServiceNow, REST APIs, JSON, Git, VS Code, SaaS Applications, Hybrid Cloud, Microsoft 365, Azure AD, Active Directory, RBAC.

Systems Support Analyst 
ABB Ltd | Jan 2022 – Jul 2023
· Supported daily operations of enterprise business applications in a cloud-based environment.
· Diagnosed and resolved system issues involving automation, data integrity, and user permissions.
· Supported enterprise applications in hybrid cloud and on-premises environments, ensuring reliable day-to-day operations. 
· Managed incident, service request, and problem tickets using Jira while adhering to SLA targets. 
· Performed application monitoring, issue triage, and escalation for business-critical production systems.
· Supported incident, service request, and problem management activities using Jira.
· Performed user account provisioning, access validation, and permission management. 
· Assisted in release validation and post-deployment application verification.
· Assisted with data migration, validation, and cleansing to maintain system reliability.
· Partnered with cross-functional teams to optimize system performance and service quality.
· Contributed to process improvements and documentation to enhance IT service maturity.

Technical Support Associate (Intern)
Infosys | Jul 2021 – Dec 2021
· Provided first-level support for application-related issues and user queries.
· Assisted with system testing, documentation, and user training.
· Escalated complex issues to senior technical teams following defined support procedures.

EDUCATION
Master’s in information technology & managementConcordia UniversitySaint Paul, MN
Bachelor of Technology in Computer Science & Engineering                                                          India

CERTIFICATIONS
· CompTIA A+ Certification
· Salesforce Certified Administrator
· Salesforce Certified Platform Developer I

