	                                                Tlotlo Ashley Simphiwe Mogotsi 


Personal Information
📞 Contact: 064 012 3118		          🚘 License: Learner’s License
🌍 Nationality: South African		          📍Location: Johannesburg (Willing to relocate)
👩 Gender: Female	 		          🕒 Availability: Calendar month
📧 Email: ashleymogotsi@gmail.comAbout Me:
I (Tlotlo Ashley Simphiwe Mogotsi), A Service Desk Agent that has acquired experience in Service Desk Support, mining application support and administrative coordination. My current role entails assisting users/clients with ICT related requests and technicians service bookings. I thrive in environments that offer continuous learning opportunities and am eager to use my skills to make a meaningful impact in a new role. I am excited about the idea of advancing my expertise and contributing to the success of your team.Education:
Higher Education & Training: 		Richfield Graduate Institute of Technology
Qualification:				Diploma in Information Technology (Specializing in 
[bookmark: _GoBack]					Networks Engineering)
Year Obtained:				2016

Higher Education & Training: 		Signa Academy
Qualification:				Project Management Learnership 
Year Obtained:				2021
Skills
· Microsoft Package (Word, Excel, Outlook, PowerPoint)
· Switchboard
· SA SAMS Database
· Typing
· Data capturing
· Resolve (Call logging System)
· Sage
· SAP
· Fresh desk (Call logging system)
· Click Up (Call management system)
· Syncromine (Mining System)
· SQL data querying
· Troubleshooting Applications frontend
· Autotask
· Eset
· Axxess
· Unifi
· Detrack
Experience
Company – ClickIT cc
Service Desk Agent – August 2025 – November 2025
Duties & Responsibilities:
· Manage daily client interactions via phone calls, emails, and WhatsApp messages; record and track all issues and requests in Autotask.
· Adhere to Call Centre policies, procedures, and performance standards.
· Accurately log all incoming and outgoing calls, including call-outs, repairs, repeat calls, and preventative maintenance.
· Monitor and manage ticket queues in Autotask to ensure timely resolution.
· Capture all client, technical, service-level, callout, status, and material details accurately within the CRM system
· Coordinate and manage technical staff workloads, assigning tasks based on capacity and priority.
· Conduct client follow-ups to assess service levels and ensure customer satisfaction.
· Escalate unresolved calls within the acceptable timeframe as defined by Click-IT and client requirements.
· Handle client complaints promptly, implementing appropriate damage control measures.
· Liaise with the Procurement Department to ensure goods required for dispatch are available, delivered, or collected as needed.
· Perform data clean-up on tickets, templates, and inactive accounts to maintain database accuracy.
· Track and schedule deliveries and collections using Detrack.
· Prepare and issue quotations for various ICT products and services (e.g., licenses, PC replacements, SSDs, etc.).
· Provide remote support for basic first-tier technical issues.
· Proactively monitor client access points, internet connections, and servers remotely to ensure uptime.
· Manage supplier relationships to ensure timely response and resolution within agreed turnaround times.
· Escalate tickets not resolved within required SLAs to management for further action.
· Receive and carefully label client devices for efficient tracking, ensuring all serial numbers, warranty details, and relevant information are accurately recorded in the ticketing system.



Company – Mineware Consulting 
Support Desk Administrator -May 2021 – March 2025
Duties & Responsibilities:
· Log and track all incidents and service requests; perform initial troubleshooting with users and escalate unresolved issues to appropriate resolver groups.
· Provide first-line support to end-users, ensuring timely resolution of issues or effective escalation to specialized teams.
· Prepare and present weekly reports to clients and management, detailing open and closed calls for the week.
· Capture and verify data forms through Optical Character Recognition (OCR), assisting other departments as needed.
· Provide support to a team of approximately 50 people, ensuring effective resolution of support requests on various clients systems..
· Test work instructions for the installation of new software releases or upgrades, and guide operations through the process.
· Log and manage team-related service requests, clarify requirements, and assign tasks to the appropriate team members.
· Ensure all customer calls are routed efficiently to the service desk.
· Identify and address potential breaches in Service Level Agreements (SLAs) to maintain service quality.
· Develop and distribute formal policies, procedures, and standards related to the service desk.
· Keep management informed of critical issues and potential impacts.
· Coordinate user VPN remote access arrangements to support remote connectivity

Company – Giesecke and Devrient Currency Technology 
Inventory Controller intern| May 2019 – February 2020
· Process purchase requisitions for technicians and manage related documentation.
· Answer incoming calls on the switchboard and handle client inquiries.
· Supply clients with spare parts upon request and manage inventory levels as per the MAX LEVEL spreadsheet.
· Verify and maintain max levels of parts for various warehouses and technicians.
· File documentation for dispatched parts related to technicians and clients.
· Prepare and deliver monthly and weekly reports on stock and parts usage.
· Conduct stock counts for all technicians, client warehouses, and the main warehouse.
· Manage the dispatch, receipt, and packing of stock, including warehouse transfers.
· Resolve client issues related to parts and stock efficiently.
· Order spare parts from suppliers and handle cycle counts on a weekly basis.
· Receive and track shipments, ensuring accurate delivery and handling of fragile merchandise.
· Track and document shipment arrival and departure times and record any damages or shortages (variances).
· Identify and mark stock according to purchase orders, pick stock as needed, and check dispatches against pick slips and invoices.
· Record returns and process Goods Received Vouchers (GRVs) into the system, including all related paperwork.
· Collect and file Proofs of Delivery (PODs).
· Label shelves and create bin locations to ensure efficient storage and retrieval.
· Maintain storeroom housekeeping and ensure a well-organized storage.

Company – Giesecke and Devrient Currency Technology
Technical Helpdesk | April 2018 – December 2018
Duties & Responsibilities:
· Capture and process technician service reports, ensuring accurate documentation of service activities.
· Manage incoming calls on the switchboard and direct them appropriately.
· Arrange site access for technicians and schedule their daily assignments.
· Process and report spare parts usage for clients, coordinating with the stores department for dispatch.
· Generate and analyse monthly reports on parts demand and machine usage and oversee quarterly machine servicing.
· Maintain organized filing systems for documentation and records.
· Log client requests for on-site technician repairs and ensure timely resolution.
· Address and resolve stock-related issues and client queries effectively.
· Respond to emails within Service Level Agreements (SLAs) to ensure prompt communication.
· Provide reception support as needed, including filing and handling front desk responsibilities.
· Coordinate travel arrangements for traveling technicians and office staff.
· Prepare weekly reports on meter readings for machines on-site









References 
Name & Surname				Samuel Ntsala
Company					Mineware Consulting
Position					Service Delivery: Governance (Mentor) 
Contact Number				076 066 7020

Name & Surname				Atlegang Moeng
Company					Giesecke & Devrient
Position					Mentor – Senior Stock controller
Contact Number				0833275200

Name & Surname				Innocent Khumalo
Company					Giesecke & Devrient
Position					Head of Technical
Contact Number				0113094900
