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CV NO: 1524936
Summary of Qualifications
A highly talented and accomplished Management professional with extensive programming and IT Operation Management, Team Management, Business development and Planning 
Programming, Application and Server Management career spanning 10 years, demonstrating year over year improvement in service delivery. Strong and decisive Operation Manager with excellent analytical, organizational, team building and planning skills. Identifying operational requirement, creating actions, implementing plans and effectively coordinating with cross functional teams to achieve objectives. Demonstrated ability to implement effective process controls and quality improvement initiatives. Career history of providing superior staff development and outstanding level of service.

Core Competencies

Core Knowledge and skills areas include:

· Customer Service Management
· Complaint Handling resolution

· Escalation Management

· Operational Efficiency

· Process implementation

· Lean Practices

· Project Management
· Team Building
· Unix and Linux based programming and administration
· Decision making
· Effective communication

PROFESSIONAL EXPERIENCE
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Orange 
Head of application management for French customer SAGEMCOM – Egypt MSC
	                                         November 2012 – Present


· Leading incident and change teams to deliver outstanding customer satisfaction

· Deployment of key metrics that will support, drive, and measure operational performance. 

· Review the availability measurement solution to ensure proper tracking of the service availability, improve the solution as necessary.

· Review of QoS to ensure a better capability to manage SLA, alerting management, and taking mitigation actions.

· Proactively, consult trend analysis information (ex: Monthly KPI report, CAB performance improvement reports ... etc) and use it to focus on major issues to improve applications QoS.

· Manage the handover process for new applications, develop plan, and communicate the progress on a weekly basis.

· Provide and analyze activity reports on major events, known issues, risk assessment, productivity figures, change management, incidents, and main facts.

· Establish and maintain plans for reducing the associated consequences of the identified top issues encountered.

· Establishing new teams, creating development plan and training requirements and follow-up handover

· Ensure the progress of service improvement plan & business continuity plans targeting customer satisfaction

· Ensure the provision of a detail/clear/frequent communication during major incidents.

· Follow-up a Root Cause Analysis after each crisis and take the lead on other team to get a consolidated RCA as service owner
· Point of contact for internal and external auditors
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Orange Business Services
Senior Problem Manager and team leader
	                          November 2008 – November 2012


· Designing, implementing and executing a set of processes to resolve problems by identifying the root causes and develop a solution that will prevent the problem from reoccurring
· Coordinate projects to implement and generalize solutions in different Datacenters/platforms when applicable

· Trend analysis and proactive problem management

· Initiate Continuous Improvement Plans for the team, service delivered to the customers and department

· Created problem management activity in Cairo & Team leader for Cairo team

· Wide knowledge to troubleshoot IT problems on different technologies, IT domains, platforms and to deal with different support teams in Orange worldwide and with vendors support through a set of professional problem solving techniques & Root Cause Analysis
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Orange Business Services

	                            May 2007 – November 2008


UNIX/LINUX Systems Administrator

· Administration and supervision of the services and platforms at the second level support
· Manage service upgrades and migration projects 
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     Electronic Data Systems

	Information Associate

	                                  July 2005 – May 2007


· Software development using shell scripting, C under Unix, Perl, SQL for MEMMIS project (USA)
· Provide system 
enhancement and support for ABN AMRO Bank (Netherlands)Managing Operation Team in 3 different areas.
	Freelancer Programmer 
	                              July 2002 – September 2004


· Offer a complete system solution to small-to-medium companies adapted to their business needs to automate & computerize their day to day activities, generate reports/statistics and perform data manipulation through a friendly user interface
EDUCATIONAL BACKGROUND

	Executive Management Diploma - EMD 
American University In Cairo
	        2011 – 2013

	Information Technology diploma 
Information Technology Institute (ITI), Unix Department, Cairo
General Grade: 1st ranked
	                                                                  2004 – 2005

	B.S.C Computer Science 
Faculty of Computers & Informatics, Computer Science department, Suez Canal University 
General Grade: V. Good with honor degree (4th ranked)
Project of Graduation Grade : Excellent


	                                                                  2000 – 2004

	General Secondary School Certificate (G.S.S.C.)
Saint Vincent de Paul, Ismailia

General Grade: 98.5%
	                                                                              2000



Certifications
PMP

Project Management Professional
RHCE 
Red Hat Certified Engineer (RHEL 5)
RHCT 
Red Hat Certified Technician 
SCSA 
Sun Certified System Administrator (Solaris 10)
ITIL 
IT Service Management Foundation (based on ITIL®)

Training
· Six Sigma – Lean management (Green belt)  

· Advanced Interpersonal Communication 

· Leadership Essentials 

· ITIL : IT Infrastructure Library course 

· Time Management
· Oracle Workshop 1 and 2

· Weblogic administration

· Vmware Vsphere 5
· Pathway  


· Leadership self-awareness impact on leadership style 

· Exercising leadership in complex situations
Technical Background
· 7 years’ experience in administration and troubleshooting Unix/Linux systems and Windows application management services with strong knowledge in oracle, SQL, IIS, Veritas Cluster, EMC networker, Tomcat, apache, weblogic, citrix, , … etc applications.
· 3 years’ experience in programming and development under Unix (C, Shell scripting, Perl, …etc) 

LANGUAGES

	· Arabic: Mother tongue
	· English: Excellent
	· French: Excellent
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