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OBJECTIVE
To gain meaningfulemploymentwith a companythatwillallowpersonaland professionalgrowth withoutlimitingtheopportunityfor furtherenlightenmentandenhanced education, definitelylookingfora challengingopportunity.
BRIEFOVERVIEW
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Asa Professional,have over5 yearsofexperienceinthe ITIndustry.
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As a Team Player, Have very good hands on experience in Implementation and administrationofWindowsPlatforms.
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Have good soft skills like Communication,Teamworkand multitaskingabilities.
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Completed MicrosoftCertifiedTechnologySpecialist(MCTS) Course on Active Directory
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Completed ITIL V3foundationcertificate.
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HandfulofexperienceinTroubleshooting WindowsServer/Clientand Networkissues. [image: image7.png]


Good Exposurein ProcessingTicketsUsingITIL Process.
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Responsible Attitude
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Abilityto workindividuallyaswellasin ateam
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Sincereand hardworking
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Appetitefor learningnew thingseverydayand Pro Active
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Flairforattaining knowledge
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Effectivelyinteracted withClientsto provide bestpossible service.
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Abilityto handle multiple conflictingpriorities, balanced with strongattention todetails. [image: image15.png]


Abilityto workautonomouslyon variousproblemscombined withthe discernment to
know when to approach issuesfroma teamperspective
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Good teamleaderwithstrongtechnicalaptitudeand an abilityto constantlyenhance skills. [image: image17.png]


   Strongwrittenand verbalEnglish Language communication skills.
PROFESSIONALEXPERIENCE
1. IT Support Engineer, SidraMedicaland Research Center,Qatar.Sep2014–Present
SidraMedicalandResearchCenterwillbeanultramodern,all-digital academicmedicalcenterwhichwillsetnewstandardsinpatientcareforwomenand childreninQatar,theGulfregionandinternationally
SUMMARYOFDUTIES:
IT SupportEngineerprovidessupportforbasicincidentresolutionand requestsreportedtotheservicedesk.Responsibilitiesincludeinitialassessment,triage, research,andresolutionofbasicincidentsandrequestsregardingtheuseof application softwareproductsand/orinfrastructurecomponents.IT SupportEngineerworkswith applications/systemstoundertakeanalysis,diagnosisandresolutionofstaffproblems, whichmayrangefromstraightforwardtomorecomplicatedtechnicalissuesandalso responsiblefor collectinginformationthroughacustomerconversation,accessing

Supporttools,andadditionalsupportstaff(serviceresources)ifneeded.Problemsbeyond thescopeoftheirabilityorresponsibilityareresolvedbyengaginginatimelymanner withotherservicegroups.

DUTIESINCLUDEBUTARENOTLIMITEDTO
DESKTOP SUPPORT – 2nd line Support:
· Install, upgrade, support and troubleshoot XP, Windows 7 and Microsoft Office 2010and any other authorized desktop applications

· Install, upgrade, support and troubleshoot for printers, computer hardware and any

other authorized peripheral equipment

· Performs general preventative maintenance tasks on computers, laptops, printers

and any other authorized peripheral equipment

· Performs remedial repairs on computers, laptops, printers and any other authorized

peripheral equipment

· Customize desktop hardware to meet user specifications and site standards

· Performs work in compliance within specified warranty requirements

· Returns defective equipment/parts to maintenance inventory, documents customer

repairs, maintains and restocks assigned parts inventory to insure proper spare parts

levels

· Safely package equipment for branches and arrange for the transport of the

equipment

· Responsible for monitoring, operating, managing, troubleshooting and restoring to

service any terminal service client, personal computers (PC) or notebooks that has

· Authorized access to the network for PDA
· When the restoration is beyond the scope of the computers, laptops, printers and anyother authorized peripheral equipment the Desktop Support Administrator will

Escalate the issue/problem to proper tier 3 support team member

· Develop trends by monitoring and analyzing incoming calls, problems and support

· Responsible for managing backups and tape rotation

· Diagnosing and resolving technical issues with computers and Laptops

· Providing smooth desktop and server support

· Supporting and maintaining MS Server/Desktops and MS Exchange

· Setting up and configuring new laptops and desktops

· Installing authorized software to laptops and desktops

· Ensuring security and upgrades are applied to desktops and laptops and kept up to date

· Antivirus installation to all desktops and laptops

· Fault finding to laptops and desktops

· Reporting faults and maintaining logs on servers, desktops and laptops

· Completing internal user moves including phones

· Patching of network and phones

· Making of Cat 5 e network cables were necessary

· Ensuring all logs for equipment and users are maintained

· Ensuring patches and upgrades are applied to PC’s and Laptops
· Creating purchase requisitions for IT hardware/software

· Ensuring licensing for all software purchased is recorded and maintained

· Exchange server mailbox maintenance including archiving mailboxes

· Setting up new users and disabling expired accounts in accordance with HR    requirements

SERVICE DESK ANALYST:

ActasasinglepointofcontactforphonecallsandemailsfromstaffregardingIT
issuesandqueries

Receiving,loggingandmanagingcallsfrominternalstaffviatelephoneandemail

Ensurestheend-to-endcustomerexperienceandprovidesasinglepoint-of- contactforthecustomer.

1stand2ndlinesupport-troubleshootingof IT relatedproblemsfromin-house softwaretohardware,suchas Mobiledevices,Laptops,PCsandPrinters

TroubleshootbasicnetworkissuessuchasADSLbroadbandissues

Escalateunresolvedcallstotheinfrastructuresupportteam

LogallcallsintheServiceDeskCallLoggingsystem(REMEDY)

UsestheappropriateCTIcategoriesforloggingincidentsandrequests.

Takeownershipofuserproblemsandfollowupthestatusofproblemsonbehalf oftheuserandcommunicateprogressinatimelymanner

Tomaintainahighdegreeofcustomerservicefor allsupportqueriesandadhere toallservicemanagementprinciples

Providebasicin-housetraininginMSOfficeapplicationsusedwithinthe
Association(Word,Excel,Outlook,PowerPoint)

ProvidestatsfortheweeklyServiceDeskreportoncalltrends

Publishingsupportdocumentationtoassiststaffwithrequestsforinformation&
providestafftrainingifrequired

BasicActiveDirectoryknowledge.Creatinguseraccounts,resetpasswords, creategroupsetc.

Workwithmembersofthedesktop/networkteamsandotherworkgroupswithin
IT&Sonprojectsandinitiativesasneeded.
2. ITAnalyst-Infrastructure,Microland Limited, Bangalore, fromAug2012– Aug2014
MicrolandisaleadingpureplayITInfrastructureManagementservicesprovider andacomprehensiveCloudlifecycleservicesproviderandaleaderinmanydiverse marketssuchasIT infrastructure,telecommunications,healthcare,Infromationsecurity. MicrolandprovidestechnicalsolutionsforITinfrastructuretothetopcorporate companies,Banks&lawfirmsworldwide.
PROJECT:CliffordChanceLLP
JOBPURPOSE

Achieveahighlevelofsatisfactionfromour client(alllevelsofCliffordchance–
executives,projectmanagers,andemployees).

SupporttheEMEAWAN(WideAreaNetwork), LAN(LocalAreaNetwork), Voiceandstructuredcableinfrastructuresacrosstheglobe

DeliverReliable&HighQualityInformationSystems(Integrity,Quality)

DeliverInnovativeBusinessSolutions&ServiceOfferingstoClients(Quality, Innovation)

ProvideClimateforPersonalDevelopment&ProfessionalGrowth(GlobalTalent
Initiative,Quality/Diversity,Integrity,Sustainability)
RESPONSIBILITIESANDDUTIES
Maintainstable,reliableandsecurecomputingenvironment.
IdentityandAccessManagement:

GlobalITServiceDesk&Accessmanagementcentre

ActiveDirectory2003

IdentityandAccessManagement

AdministrationofuserAccounts,creation,deletion,disabling,accountextension, passwordreset.

Maintainingfileshare&securitypermissionsonsharedresources.

GPMSAccountcreation,deletionandmodificationonoracle/keystone/Inceptand passwordreset.

Installationand configurationofMSoutlook.

AddingorpushingthelicensedsoftwaretotheuserPC.

Publicfoldercreation/deletionandaccesspermission.

RunningLoginscriptsandInteractionaccountsetup/DM5Accountsetup.

ADSecuritygroupcreation,Distributionlistcreation/modification/deletionand exchangemailboxcreation.

Blackberrymanagement,outofofficesetup,issuingandmaintainsecureRSA Tokens.

Archiving/movingthemailboxdatafromsourceservertodestinationserver.

CreatingResourcemailbox,settingmailboxrightsanddelegaterights.

Networksharecreation,deletionandmodification.

Increasingthemailboxsize,extractingPSTfrommailbox.

ConfiguringLiveMeetingandsendingLiveMeetingInvitationusingOutlook.

UpdatingthepeopledatabaseandPeopleSoft.

PullingthereportsfromPeopleSoftfornewJoiner,Leaver,ClientSecondments, DepartmentTransfer,LeaveofAbsenceon DailyBasis.

ManagingtheTeammailboxaswellasmaintainingtheShiftHandoverReport.

ParticipatinginWeeklyclientcallMeetingandpreparingtheMOMforeach shift.

Promote&Support“SafeComputing”AwarenessProgram.

DeliverITSecurityimprovementsperapprovedplan&budget.

AchieveSLA,BusinessValueMetrics,andBusinessPlanMilestones.

Strongproject/operationsplanningand execution

AdheretoParsonsISmethodologies,policies,procedures,andstandards

PromoteIT AwarenessandBusinessValue
IncidentManagement

LoggingIncidentsandRequestticketsViaBMCRemedy

ChasingIncidentandRequestTickets

PriorityManagement

Raisethepriorityofanincidentbasedontheurgencyandbusinessimpact.

Ensurealltheresolvedticketsareclosedattheearliestwiththeuser’s confirmationforresolution.

Assigningticketstotherelevantteam,ifitisgettingbounced

Reviewalltheticketswhicharebeingworkeduponbythetechnicalteams, toensuretheyareloggedwithprogressupdates.

Chasethetechnicalteamsiftheticketispendingupdateforalongtimeand escalatetotherelevantteamleadsifnecessary.
ITServiceDesk

HandlingIncidentandproblemticketforanyIT relatedissues

Installationsof LocalPrinters,NetworkPrintersandVOIPphonessupport

TroubleshootingOSandSystemrelatedProblems

Remote InfrastructureManagementService(RIMS)

SupportViaPhone,EmailsandRemoteDesktop

DesktopsandLaptopssupport

MicrosoftSharePoint2010(Installation,Support&Troubleshooting)

VDISupport&Troubleshooting

MSofficesupport

Microsoftofficetroubleshooting(mainlyOutlook&Word)

ActiveDirectory2003&2008

IdentityandAccessManagement

LiveMeetingViaWebEx&InterCall

MicrosoftLync2010

LoggingIncidentandRequestticketsViaRemedy

Citrix&itsServerManagementConsole

RemoteDesktopTroubleshooting

ManagingEmailTickets

ChasingIncidentTickets

PriorityManagement

VirtualDesktopManagement&ApplicationsViaCloud
3.SystemAdministrator,AdeptTechnology,Bangalore,India,fromNov2011–Jul2012
Adeptfocusestoprovideaworldclasstrainingto ourcustomersandADEPTis todayoneof India'sLeadingtrainingcompany.Wehaveagloballyaccreditedselection ofVendorauthorizedtrainingand certificationprograms.Havingdeliveredtrainingfor over50000professionalsacrosstheglobe,Adeptisthepreferredtrainingpartnerfor manytrainingcompaniesworldwide.
JOB PURPOSE
ManagesSystemandNetworkperformanceandmaintainsnetworksecurity. RecommendsandimplementsLANpoliciesandstandards,ensuring adherenceto securityprocedures.Maintainscontactwithoutsideorganizationsinthemaintenance, serviceand/orpurchaseoftheLAN.Trainuserson LANoperationsandprocedures. Manageateamof IT SupportEngineers.
RESPONSIBILITIES AND DUTIES

Installs, configures, and maintains the organization's LAN / WAN Voice and Data networkincludingnetworkdevicesand servers

Assistsinpresentingtomanagementrecommendations relatedtopurchasingand installinghardware,softwareandtelecommunicationsequipment.

Analysesfutureneedsforacquisition.Workswithprocurementstafftopurchase hardwareandsoftware.Orderscomputersupplies.

Actsasprimaryorganizationalinterfacewithvendorsandprovidesinternalanalysisand support.

Managesperformanceofamultiplehardwareandsoftwareplatforminterfaceatthemost complex level.

ManageNetworkandSecurityinfrastructure,ExternalPartyconnectivitythroughlease line ,VPNandMLPS Connections

Managesnetworksecurityandnetworkperformance.

Establishesandimplementsnetworkpolicies,proceduresandstandards,ensuring conformancewithinformationsystemsandobjectives.

Instructsusersintheuseofequipment.

Formattingsystems,Databackupandrestore&installingnecessarysoftware’s
fortheemployees

Routerconfiguration,Switchinstallationandtroubleshooting
4.Sr.Supportengineer,CSSCorp,ChennaifromMar2010–Nov2011
CSSCorpisaglobaltechnology servicescompanysupportingenterpriseandconsumer products,deployingnetworksandmanagingITinfrastructure (standalone,cloudor mobileenabled). WepartnerwithmanyoftheFortune1000companiestohelprealize theirstrategicbusinessoutcomesandbefuture-ready. Ourexpertiseandin-depth understanding oftheenterprise&consumertechsupportspace,alongwithproven pedigreeinRemoteInfrastructure ManagementServices(RIMS),helpsenhanceIT availabilityandbusinessefficiency,tomorethan140customersworldwide
Project:VONAGE
RESPONSIBILITIESAND DUTIES

Identifyingproblemsin thetelephoneroutersofthe customersandresolvingthem withinthetimeframe

Logginginproblemticketsfornetworkrelatedissuesandroutingthemtothe concernteamandfollowuptowardsclosure

Providingassistanceinconfiguringthefeaturesofthedevice andalsoguidethem inutilizingthesame


AsanadditionalresponsibilityBarging/qualitymonitoringofteammembers’ callsandprovidefeedbacktotheindividualwiththeareasofimprovements and alsosharereviewsheetwiththeTL

Crosssellingof additionaltelephonelinestothecustomersbyprovidingattractive promotionaloffers

Basismygoodperformanceintheteam;wasaskedtocoachtheteamonthe techniquesusedinthecallsforcrossselling
Achievements:

Rewardedforbestperformanceinupselling

Awardedasabestcallhandlerwithagoodcustomersatisfaction

Handlingnewtraineesanddrivingthemonfloor

Rewardedfor additionalwork done on qualitymonitoringfor the team and weeklyreview
EDUCATION

Bachelor ofBusinessAdministrationfromUniversityofmadras (BBA), Dec 2011

12thSTDfromAnaikarMat.Hr.Sec.School.Chennai,India….March2008

10thSTDfromAnaikarMat.Hr.Sec.School.Chennai,India….March2006
CERTIFICATIONS

MicrosoftCertifiedTechnologySpecialist -Active Directory2008

InformationTechnology Infrastructure Library – V3 Foundation–
APPLAINCESANDAPPLICATIONS

ITILV3.0process

MicrosoftWindowsserver2008ActiveDirectory

MicrosoftSharePoint2010

CEH–CertifiedEthicalHackingV7

VMware

Citrix

Remedy6andremedy8ondemand

BES(BlackBerryEnterpriseserver)

VDI(VirtualDesktopInfrastructure)

Windows– allflavoursinstallationandtroubleshooting

MACOS–Installation,Troubleshootinginternetconnectivity,DHCPandStatic
IPconfiguration

WebExVideoOnlineconference,Trainings&Setups.

WindowsServerinstallations

MSofficesupportandtroubleshooting

Outlookconfigurationanddatabackup

InstallationofvariousOSonVMWareplatform

NetworkPrintersinstallationandtroubleshooting

Remotesupportandtroubleshooting

Routers&Wirelessroutersconfiguration,installationandtroubleshooting

Switchconfigurationandinstallation

DesktopSystemassemblingandtroubleshooting
PERSONALDETAILS
Dateof Birth
:21stSeptember1990
MaritalStatus
:Single
Nationality&Religion
:Indian/Muslim
LanguagesKnown
:English,Hindi,Urdu,TamilandKannada
TotalYearsof ITexperience  : 5+Years
Driving License
: Yes from Qatar
Visastatus
: Visit Visa(Convertibleto work)



