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CARRER OBJECTIVES

A challenging position in a remarkable reputed organization such as yours, which leads to a well-planned career that utilizes, upgrades and stimulates my abilities
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PERSONAL INFORMATION
NAME:                         Mahmoud
E-MAIL:                       mahmoud.15839@2freemail.com 
DATE OF BIRTH:       8/6/1979.
NATIONALITY:          Egyptian.
MARITIAL STATUS:  Single.

MILITARY STATUS:  exempted.
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LANGUAGES

	LANGUAGE
	LEVEL (LISTENING AND WRITING)

	Arabic
	Mother Tongue

	English
	Fluent 

	German
	Fair


         Post Graduate Studies :
Diploma in Web Server Administration and Security Skills:-                           (IBM – EGYPT
 Project: 
 Project Title: Designing Windows 2000 Client Server Network 
  Platform      : Windows 2000 Family
  Grade          :  Excellent
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CERTIFICATIONS
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MCSE                                                                                                             
(Microsoft Certified System Engineer) 2000 family.
MCSA
(Microsoft Certified System Administrator) 2000 family.

MCP  

(Microsoft CertifiedProfessional) 2000 family.
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CIW

(Certified Internet Webmaster)

CIW  (associate)                                                                          
CIW Security Professional
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ASSOCIATE




BlackBerry Support Professional T1 v4.1+BIS            
CCNA 
Cisco certified network associate      
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 Professional experience:
From 1/4/2008 Till Now  
Emirates Group IT_ Mercator 
( Emirates Airlines, Dnata,Sky Cargo,Emirates Holidays, )




Title: IT Senior Support Engineer ( Incident Management ) 
Specific responsibilities include, but are not limited to:
1-Provide remote Technical Support for employees all over the world , Subsidiaries
   External clients (35,000 +)
2-Analysis of Incidents & Fault calls filtered by 1st line support ( Front line team )

3-Provide 2nd  Level Support to speed up resolution of requests and complaints

4-Provide practical & workaround solutions for external clients ( around 50 airlines) for the

   In house  developed Applications ( 800 + ) 
5- Maintain ITIL standards
6-Perform innovative solutions for IT service Center to speed up fault resolution 
7-Enable user to resume normal operation with minimum disruption as per agreed SLOs

8-Ensure the effective implementation of solutions to problems meets the standards within 

   Technology area & the impact to business is minimized

From 1/2/2007 To 30/3/2008
Emirates Integrated Telecommunications Company, ( Du )
                                                                                                   

Title: IT Desktop and System Technical Support team Leader.

Specific responsibilities include, but are not limited to:
1. Leading technical support team for remote sites that consist of 15+ technical specialist

2. Handling all hardware requests escalated from the Service Desk Team and make sure it meets the business requirement

3. Work as a contact between the company and all vendors to follow up new purchase requests, spare part availability, and maintenance devices to meet SLA. 
4. Maintain ITIL standards
5. Reasonable off preparing all new projects escalated by the Technical support manager (new shops, meeting rooms, expeditions.

6. Insure that installed software meets the Standard software approved by the security and risk management department.

7. Providing Computer Technical Support for All Remote Sites, Shops, and Dealers.   

8. Installing new approved software remotely to users.  

9. Provide second Level Support to speed up resolution of requests and complaints

10. insure all hardware meet the quarter and annual preventing maintenance (PMI)

11. Provide the business valuable Management Information on IT utilization

12. Assign requests to the appropriate Technical Support Engineers.

13. Configuring all type of Black berry devices Hand Held to support company E-mail. 

14. Informing the User of the status of an existing request (when the user contacts the service desk)

15. Contacting the User for further information as required

16. Performing functional as well as hierarchical escalation procedures

17. Ensuring Customer satisfaction.

From 1/2/2005 To 1/12/2006
       (College of Business Administration)  CBA-  Saudia arabia  Jeddah 

Title: System administrator
1 -Administer a college environment domain consists of two sites  connected 
  via satellite connection
 2-Tunning & Managing 15 HP  Servers Cosisting of :
 3- MS windows2003 domain, ISA2000 servers, SQL, web servers, Mail servers, 
     SUS server, antivirus servers with their HW and SW maintenance and backup.
4- Knowledge in web,spam Filtering application & HW (web sense,Mcafee  web shield  )
5- Managing and troubleshooting DHCP, DNS and Site Replication.

6- Dealing with HP SAN storage, EVA 3000 with it’s management appliance.
7- Managing College Mail System 2 Front-end, 2 Back-end Microsoft Exchange2003 

    Servers in clustering Inviroment 
8-Managing college Anti virus Products<Corporate-mail >Symantec





From 1/11/2002 To 1/1/2005
Company  
  : PC-Link 

Field 
  
  : IT ( Supplier , Networks , Partner MS,HP , Maintence )

Title 

  : Senior Technical Support

Duties:

1.  Perform All computers hardware and software maintenance 

2.  Assembling PC’s and Installation for concerned software
3.  Designing backup and restore strategies.
4.  Implementing and Administrating company's Network (LAN) software and hardware
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EXTRA INFORMATION

I am an ambitious person, physically and mental capable of hard work 

and having leadership capabilities. team player,self learner, multi task

oriented ability, able to interact effectively with all levels of personnel

Currently on transferable Work visa 

Have UAE driving license 
Flixability to Relocate
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