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	Qualified IT professional with 7 years of proven experience within diversified industries. Demonstrated expertise in networking, technical support, desk top support, systems administration and customer service. Skilled in dealing with customers to gain customer satisfaction and ensure client retention. Have a disciplined and solutions oriented approach, talent for modern technologies with ability to achieve a common goal and provide competent solution towards achieving best business functionality. Possess excellent communication, analytical, coordination, problem solving, time management and interpersonal skills. Seeking an executive work profile to share gained experience, skill and expertise. 
	

	

	

	
	

	

	ITIL V3 Foundation Certified, Abu Dhabi 

	2011

	Cisco Certified Network Associate – CCNA (Cisco ID: CSCO 10857289)

	2004

	Microsoft Certified Systems Engineer on Windows 2000, Cairo

	2004

	Microsoft Certified Systems Administrator on Windows 2003, Cairo 

	2004

	Microsoft Certified Professional (ID: 3177812)
	

	Medcom Education Institute, Cairo

 
	

	Aptech Computer Education, Khartoum, Riyadh 

	

	Bachelor of Science in Computer Engineering, Computer Man College 
	           2003


	
	
	

	

	Engineer – Customer Support
	Jun 2010 – Feb. 2012

	Service Desk , Onsite Engineer ,& Airport systems technician
	

	Wipro Corporation, UAE 


	Technical Support Engineer 
	Oct 2008 – Jun 2010

	I-Media Integrated Media Solutions, Abu Dhabi-Dubai , UAE 


	IT Manager

IT Professional Engineering Enterprise, Khartoum, Sudan 

	Mar 2005 – Oct 2008

	Lab Administrator

Defense Ministry, Khartoum, Sudan
	Apr 2003 – Dec 2003


	

	

	Technical Support / Desktop Support 

· Provide technical support to computer users and ensure smooth functioning of applications.

· Answer questions or resolve computer issues for clients in person, by telephone or e-mail.
· Offer support on the use of computer hardware and software, including printing, installation, word processing, electronic mail, and operating systems.

· Set up equipment for employee use, performing and ensuring proper installation of cables, operating systems, or suitable software.

· Assemble and install desktops, keeping all the systems up to date with patches and security fixes, and helping out end-users do their job more efficiently. 

· Install and perform repairs to hardware, software, or peripheral equipment, follow design or installation needs. 

	Mohamed Nugud
	

	

	Service Desk 
· Act as the first point of contact of customers; project a professional image at all times.

· Consult with customers by telephone or in person to provide information about IT services and to obtain details of complaints.

· Respond to requests for technical assistance in person, via phone, electronically; diagnose and resolve technical hardware and software issues.

· Redirect issues to correct resource; identify and escalate situations needing urgent attention

· Keep records of customer interactions and transactions, recording details of inquiries, complaints, and comments, as well as actions taken.

· Check to ensure that appropriate changes were made to resolve customers' problems. Refer unresolved customer grievances to designated departments for further investigation.

· Handle incidents and requests from all business users using ticketing tools.
· Stay current with system information, changes and updates.


	Networking 

· Diagnose hardware and software problems, and replace deficient parts. 

· Uphold and manage computer networks and related computing environments, including computer hardware, systems software, applications software and all configurations. 

· Recommend changes to improve systems and network configurations, decide hardware or software needs related to such changes. 
· Check network and peripherals; printers, scanners and related hardware. 

· Install, configure and upgrade working systems and software; change specific application for use in departments.  

· Make hardware and software acquisition recommendations including helping users assess needs and provide justification for equipment and services. 

· Engineering system administration related solutions for various operational needs.

· Installation, configuration, troubleshooting of business critical systems.

· Perform data back-up and recovery; conduct security checking to find out any intrusions.


	

	

	

	Air port systems technician , Wipro Corporation

· Responsible in giving assistance to all Window XP users and on computer associated issues like network, internet connection, IP Telephone, and printer connection. 
· Rendered assistance to airport systems (flight information display systems and master clocks) and executed daily monitoring duties. 

· Installed, configured and troubleshoot Windows XP; Checked and addressed hardware/ software errors. Followed diagrams and written guidelines to fix error or set up system. 

· Gave support to applications such as MS Office. 

· Elevated to correct IT Engineer issues outside knowledge. 
· Followed-up on support “tickets” to verify satisfactory problem resolution.​ 



	Service Desk / Onsite Engineer, Wipro Corporation

· Provided remote support to users over phone or by e-mail. Visited clients’ site to assist in installation, deployment and troubleshooting. 
· Handled installation and operation of Windows desktop as well as TCP/ IP networking, hardware maintenance and repair. 
· Dealt all incidents and request from various business users and ensured timely resolution of all IT Support concerns. Kept and updated all related call logs. 


	Technical Support Engineer, I-Media Integrated Media Solutions,

· Afforded second level support to all Windows XP users on computer associated issues like network, internet connection, IP Telephone, active directory and printer connection. 

· Handled Windows XP installation, configuration and troubleshooting; diagnosed and solved hardware/ software problems. 

· Carried out daily monitoring, repaired errors or established system by following diagrams and written guidelines. 

· Provided assistance to applications such as MS Office and Adobe products. 

· Escalated issues to appropriate IT Engineer on issues beyond scope and knowledge. 
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	IT Manager, IT Professional Engineering Enterprise
· Handled wireless network design, PC maintenance &assembly.

Lab Administrator, Defense Ministry
· Facilitated preparation of reports, kept records of work accomplishments and administrative details as necessary as well as communicated to supervisor work associated information. 
· Provided periodic report on team work achievements, issues and progress to supervisor. 


	

	

	

	System Architecture
	:
	Using directory services such as Active Directory Services & Windows NT, Windows 2000 & Windows 2003 domains - Microsoft Windows Server 2000, Microsoft Windows Server 2003, and ISA server. Data replication like directory & database Replication.

	Client Side
	:
	Windows7, Windows XP, Windows 2003 Professional, Windows 2000, Windows 98 & basic knowledge of apple MAC

	Security
	:
	Controlling access to resources. Auditing access to resources, authentication, and encryption.

	Network Infrastructure
	:
	Network topology, routing, IP addressing, IP telephone, Name resolution like WINS & DNS, Virtual Private Network (VPN), Remote access, Local Area Network (LAN), isdn, frame relay, managing Cisco Switches &Routers, wireless networking.

	Desktop Computing Environment
	:
	Centralized management of the user desktop environment, profiles, policies, local system Configuration

	Hardware devices/ drivers
	:
	Storage devices, I/O devices such as Printers, scanners, server computers, client computer.

	Reliability / Availability
	:
	Hardware and software components that provide, fault tolerance, load balancing, disaster recovery such as Backup and restoring. 


	
	
	

	

	· Abu Dhabi Airport Company, ADAC; Role: Airport Systems Technician 
· RTA, Alyousuf Motors, Du Telecommunications, Zabeelsaray Hotel & Noor Islamic bank; Role: Service Desk / Onsite Engineer


	

	

	

	Nationality 
	: Sudanese

	Date of Birth 
	: 16th October 1978

	Marital Status
	: Single 

	Driving License 
	: UAE Light Vehicle 

	Languages 
	: English & Arabic 


	

	

	


Ability to work under stress, team player, serious, confident, & hard worker.
Excellent customer facing skills. A positive attitude towards customer service and good communication skills.
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PROFILE SUMMARY





STRENGTHS





3 years of proven Gulf Experience 





Networking technologies.





Knowledgeable with multiple technologies





Installation – Configuration – Troubleshooting.





Desktop Support – Service Desk 





Effective client and technical support skills





Technically astute with leadership skills





Adherence to IT policies and standards





QUALIFICATIONS





PROVEN JOB ROLE





AREAS OF EXPERTISE





PROJECST HANDLED 





IT PROFICIENCY 





PERSONAL DETAILS





ABOUT MY SELF





PROVEN JOB ROLE
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