
[image: C:\Users\user\Desktop\siraj abo said (2).jpg]Siraj Abou Said
Microsoft Dynamics CRM Specialist
Address: Aley – Lebanon                          Phone Number: 00961 71606309
Nationality: Lebanese                                Email Address: sirajabousaid@gmail.com
Date of Birth: Oct 10, 1990                      Marital Status: Single




	Education & Certifications



	· Oct 31, 2017: Microsoft | Certified MS Dynamics CRM 2016 Customer Service

· March 9, 2017: Microsoft | Certified MS Dynamics CRM 2016 Installation

· Oct 13, 2016:  Microsoft | Certified MS Dynamics CRM 2016 Online Deployment

· Nov 3 – Dec 1, 2016: Microsoft | Completed official online courses of  MS Dynamics CRM  2016 Customization & Configuration

· 2009 – 2013: BS Degree in Information & Communication Technology from Arab Open University (Lebanese & British Degrees)

· June – Dec, 2012: Microsoft | MCITP Certifications in Windows Server 2008 R2 (Formatech Institution)

· March – May, 2012: Cisco | CCNA Certifications - ICND1 & ICND2 (New Horizons Institution) 

	Work Experience
	· [bookmark: _GoBack]MS Dynamics CRM Support Specialist                          | Sep, 2016 – Present
 Netiks, Lebanon

· Manage all aspects of technical delivery for all new products and services
· Installation and Deployment of Microsoft Dynamics CRM application
· Customizing and Configuring CRM app (2011- Dynamics 365 version)
· Provide 3rd line Support in line with the agreed SLAs.
· Conduct onsite UAT & training sessions, presentations, and prepare user/admin manuals.
· Engage in the preparation of STP & Test cases plus executing test steps 
· Work with developers during initial and execution stages of the project

· Technical / Customer Support Supervisor                  | Feb, 2014 – Sep, 2016
 Nymgo, Lebanon

· Leading a team of 10 Support agents.
· Handle and resolve escalated technical cases: Call quality, VPN, App crashes, Website errors, SIP configuration, & Online Payment issues.

· Improving customer satisfaction and managing complaints.
· Tracking fraud accounts, cards and chargeback transactions.
· Perform beta and non regression tests on Apps & Website.
· Monitoring team performance, preparing schedule and delegating tasks.
· Train new agents; Analyze data/statistics; Refund & compensate clients.

· Technical / Customer Support                                   | Jan, 2013 – Feb, 2014
 Nymgo, Lebanon

· Fix VoIP calling issues and Application errors.
· Provide VPN connections and SIP configuration.
· Manage customer's accounts, transactions, and payment issues.
· Handling calls, emails, Teamviewer and remote support tasks.

· Software Technicians & Sales                                   | Oct 2010 – June 2012
 Smart PC, Lebanon                              

· Software: Installing drivers; Operating Systems; Formatting; Backup & Restore; Antivirus and setup ADSL/DSL modem configuration. 
· Hardware: Assembling and Disassembling computers, Cabling, Printers and Scanners.
· Selling Computers, Internet & hardware products, Video games & movies, and other accessories for smart devices.

	Achievements
	· Obtained 3 CRM certifications in less than 1 year and conducted onsite training and UAT sessions after 2 months of my employment start date | Netiks
· Integrated a customer feedback system that took feedbacks, rates and complaints from customers in order to manage the service better | Nymgo 
· Promoted to Technical / Customer Support Supervisor within 1 year | Nymgo 
· Trained a special retention team to contact the inactive users and follow up with them, resulted in 30% “Comeback” accounts | Nymgo 


	Other Skills
	· Languages:  Arabic | Native Speaker
                       English | Fluent
                       French | Beginner

· IT skills:

· LAN; TCP/IP; Familiar with Routers & Switches’ Configuration.
· System Installation, Configuration and Upgrading.
· Windows server; MS SQL server; DNS; DHCP, Exchage server.  
· Hyper-V, VMware, VPN, Jira, TFS, BugTracker, IIS, Office 365 admin, Deployment Manager..
· Knowledge of  HTML5, CSS, Javascript, C#, Sql Queries
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