KABIR SHARMA
Automation Engineer | AI & MSP Workflow Automation
Phone: 9779996595   |   Email: kabbiir29@gmail.com
LinkedIn: linkedin.com/in/kabirsharma-ai |   GitHub: github.com/kabbiir29-svg
Address: 9/1 Subhash Nagar, Sector-13 (160101), Chandigarh
PERSONAL PROFILE
Automation Engineer with 2+ years of experience in the MSP space, specializing in AI-driven workflow automation, PSA/RMM integrations, and IT operations. Skilled in building scalable automation with Rewst, N8N, Zapier,OpenAI, and Microsoft/Google identity platforms to reduce manual effort, speed up ticket resolution, and improve SLA performance. Brings a strong foundation in customer issue resolution and technical support, ensuring every workflow is grounded in how engineers actually work day to day. Delivered 20+ automation projects across 5+ client environments, achieving 40-80% average time savings. Focused on building secure, observable, and maintainable systems that allow engineers to focus on high-impact work.
EDUCATION
	Course/Examination
	Institute
	Board
	Year
	Score

	BA. English Honors
	PGGC-11, CHD
	Panjab University
	2022
	69%

	XII (Stenography)
	Govt. Model Sen. Sec. School, Sector-13, Chandigarh
	CBSE
	2019
	84%

	X
	Govt. Model Sen. Sec. School, Sector-16, Chandigarh
	CBSE
	2017
	7.2 CGPA



CERTIFICATIONS
1. Rewst Foundations Certificate
1. Rewst Clean Automation Certificate
1. ConnectWise PSA Dispatcher
1. ConnectWise PSA Engineer/Technician
1. ConnectWise PSA Sales Rep/Account Manager
1. ConnectWise PSA Project Manager
1. CompTIA A+ 1102
TECHNICAL SKILLS
RPA & Automation: Rewst Automation, n8n Workflows, Power Automate, Zapier/Make (concepts), Jinja2 Logic Templates
AI & Intelligence: OpenAI Assistants, AI Troubleshooting Engines, Ticket Categorization Models, AI First-Response Systems
PSA Tools: Autotask, HaloPSA, ConnectWise Manage
RMM Tools: Datto RMM, NinjaOne, Atera, N-central
Office 365 & Identity: Azure AD/Entra ID, Microsoft 365 Admin, Exchange Online, Office Licensing Automation, User Provisioning/Deprovisioning
SOC & Security: Barracuda Security Automation, WatchGuard Integrations, SOC Alert Reduction, Security Remediation Workflows
Integrations: Postman, REST API Webhooks, Graph API, Google Admin SDK, PSA/RMM API Integrations
SOFT SKILLS
Core strengths: Problem-solving & Root Cause Analysis, Cross-functional Collaboration, Customer Empathy & Stakeholder Management, Critical Thinking, Communication (Technical & Non-Technical), Adaptability, Conflict Resolution, Attention to Detail, Time Management, Process Improvement Mindset
WORK EXPERIENCE
Automation Engineer   |   Feb 2025 - Present
Innovation Technology by Design (ITBD), IT Park - Chandigarh, 160101
1. Autonomous L1 engineer built AI-driven workflows (Rewst + OpenAI) that classify, route, and resolve tickets end-to-end, eliminating 60-75% of repetitive L1 workload across multiple MSPs.
1. AI-driven ticketing: created AI first-response engines that generate SLA-safe replies and ticket summaries, cutting first-response times to under 30 seconds.
1. Troubleshooting intelligence: designed AI workflows trained on client-specific documentation, reducing L2 escalations by 35%.
1. User lifecycle automation: automated Microsoft and Google onboarding/offboarding (accounts, groups, licenses, security), cutting provisioning time from 45 minutes to under 5.
1. SOC & security automation: built a context-aware SOC alert validation workflow, featured at Build IT 2025, that reduced alert noise by 80%.
1. Engineering practices: standardized automation deployment with reusable Jinja templates and modular API integrations across client environments.
Customer Issue Resolution Manager (CIRM) / Technical Associate   |   Nov 2023 - Feb 2025
Tech Mahindra Private Limited, IT Park - Chandigarh, 160101
1. Tracked and analyzed customer questions, comments, and complaints to improve customer service performance.
1. Provided technical support and system assistance across network-related issues.
1. Assisted with routine maintenance, user access management, and issue resolution to ensure smooth day-to-day operations.
1. Collaborated with senior engineers and support teams to troubleshoot incidents, monitor system performance, and document technical solutions, contributing to process improvements and knowledge base updates.
Career Break   |   Apr 2023 - Oct 2023
Took a short personal break for health reasons before returning to a long-term professional role with renewed energy and focus.
Analyst   |   Sep 2021 - Mar 2023
Eclerx Services Ltd, IT Park - Chandigarh, 160101
1. Worked in high-pressure sales and account management environments, delivering strong presentation, communication, and problem-solving support across varied client audiences.
1. Quickly grasped new technical systems and processes; recognized for strong English communication skills.
KEY AUTOMATION PROJECTS
1. Autonomous L1 Agent (Rewst + OpenAI): AI-driven ticket triage, classification, and automated resolution. Reduced L1 workload by 60-75% and cut average response time to under 20 seconds.
1. AI First Response System (Rewst + OpenAI + PSA API): instant, SLA-compliant AI replies with auto-resolution for simple tickets. Achieved sub-30-second first responses and reduced engineer workload by 40%.
1. Travel SOC Alerts Automation (Power Automate + Barracuda): context-aware validation workflow that cuts SOC alert noise by 80%; featured at Build IT 2025.
ACHIEVEMENTS
1. Member of the student council in school (2013-14, 2015-16).
1. Won debates, declamations, painting, and poetry competitions at school and district level.
1. Wrote for school magazines.
1. Performed as Chander Shekhar Azad at Tagore Theatre at School Level (2016).
1. Attended a 10-day National Cadet Corps (NCC) camp under the Naval Wing; also participated in Bhangra cultural activities (2016).
1. Winner of Kala Utsav in Theatre at School and State Level; represented Chandigarh at Nationals of Kala Utsav in Bhopal (2017).
1. Represented Punjab's Bhangra folk dance at a major book fair in Dadra and Nagar Haveli and Daman & Diu (2018).
1. Best Volunteer of NSS 7-day Camp at school level (2018).
1. Participated in CSNA Yuva Pratibha Utsav (Nov 26-27, 2019) at Tagore Theatre, Chandigarh, organized by Sangeet Natak Academy.
1. Winner of Youth Festival in Bhangra (2021 & 2022).
1. Winner of Youth Festival in Folk Dance - Luddi (2021-2022).
