	       PERSONAL DETAILS:

Date of Birth     -  12/04/1986
Sex                      -  Male

Marital Status   -  Single

Religion              -  Christian

Nationality         -  Indian

    LANGUAGES PROFICIENCY:
    English 

    Malayalam

    Hindi
    Tamil
STRENGTH :
· Experience in 24x7 shift

· Patience and Good Listening Skill

· Approaching Task with Creativity

· SLA based working 

· Do hard work in learning 

· Building and maintaining relationship

· Self-Motivated and  Team Player Attitude

· Positive Approach

· Adopting New Technologies to utilize Productivity


	IT ENGINEER ● IT INFRASTRUCTURE SUPPORT
CAREER OBJECTIVE

To seek excellence in profession, growth in career and to be associated with a reputed and flourishing organization to obtain a challenging position to utilize my skills and attributes to the fullest potential.
TECHNICAL SKILLS 
· Operating system
:  Server OS, XP, Vista, Win 7, Win 8.1

· Server                          : Windows 2003/2008/2012,Active directory, Hyper -V
· Ticketing Tool            :  Manage Engine - Service Desk
· Messaging

:  Exchange Server 2010, 2013
· Email Tools

:  Outlook, OWA , Office 365

· Backup

:  Symantec Backup EXEC, CA ARCServe, Genie Backup
· Antivirus

:  Symantec, Kaspersky
· Communication
:  Lync 2013
· Tools

:  SCCM, RDP, TeamViewer, VNC
· Software                     :  MS Office, Temenos, Banking Applications etc
· Desktop Support      : PC Backup, Imaging, Installation, Email, Printer etc

ACADEMIC QUALIFICATION

GRADUATION:   
B-Tech  Electronics 
Caicut  University (Jyothi Engineering College) – 2007
HIGHER SECONDARY: 
 Plus Two 
 Board of Higher Secondary Education, Govt. of Kerala ( St.Joseh H.S.S TCR )- 2006
 HIGH SCHOOL

 S.S.L.C 

 General Education Department, Govt. of Kerala( ( St.Joseh H.S.S TCR )-2004
CERTIFICATIONS
· Microsoft Certified System Engineer   ( MCSE ) 
· CCNA
· ITIL V3



WORK EXPERIENCE:  

IT ENGINEER , Data Center Operations-   GULF BANK   -   UAE







- Outsourced by HCL Technologies 
June 2013 to till date
Service Desk Support:
· SLA based ticketing tool 
· 24x7 support shift
· Handling phone calls and mailbox
· Monitor alert mails for major applications and server

· Remote IT support

· IT Service Desk and Ticketing tool 

· Provides first line investigation and diagnosis for incidents

· Resolves and closes incidents/service requests as per help desk procedures & allocated timelines

· Escalates unresolved incidents/service requests within agreed timescales

·  Logs relevant incident/service request details per help desk procedures

· Communicates with client regarding incident progress

· Ensures tickets are up to date at all times until issues are resolved

· Conducts customer/user satisfaction callbacks/surveys

· Daily Weekly Monthly reports 

·  Liaises with clients, other IT support groups and 3rd party providers when necessary
· Attending phone calls and provide assistance 

· Manage Service desk mails 
· Incident Management 

· Open conference call / Bridge call and share Conference ID and details  via Email and SMS

· Actively involves other IT groups and/or Business partners to drive service restoration as soon as possible, minimize business impact, and meet SLA targets.

· Communicate incident status via established templates to various levels of the organization.

· Document incident details in ticket as well as in reports

· Drives higher level escalations with operational support groups and suppliers

· Provide end-to-end tracking of repeat incidents ensuring that they are resolved through the Problem Elimination process
·  Remote IT Support  

· Providing  Remote support in configuration and troubleshooting 
· All Banking Applications 

· Desktop , Network, Proxy, Software, IT related errors
· Outlook, OWA, Lync, Good Email Application
· Printer , Scanner
IT SUPPORT ENGINEER 

- WIPRO 
- Dec 2010 to Nov 2012
· Server and Exchange management 

· Creating/Modifying/Monitoring Active Directory accounts and Group Policy

· Manage and monitor AD Server related administration - Event viewer, Server Health Check, RAID, Resource utilization status, incident reports track, Certificates, Licenses expiry etc

· Manage and monitor Hyper-V Host Server Machines for periodic resource utilization - Memory, NIC
· Mail Forward, mailbox access and share, auto reply etc

· Troubleshoot all Mails related issues - Mails blocked, recovery, backup old pst, etc

· Queue, log monitoring

· Backup : Symantec Backup EXEC, CA ARCServe, Genie Backup
· Configuration

· Run and monitor scheduled server backup; check the backup logs regularly

· Trouble shooting
· Antivirus : Symantec, Kaspersky
· Server management, 
· Console and client configuration
· Scanning ,infection removal
· Daily monitoring
· Office 365 

· User/ group Administration

· SharePoint webpage management

· Password management

· Forwarding, mailbox access permission etc

· Lync communicator 
· Printer 

· MFP, Network printer, Plotter configuration

· Printer and driver sharing and configuration

· Print server configuration and connection

· Trouble shooting for paper jam, hardware issues

· Mobile 

· Email Configuration on Blackberry, Android, iOS

· Desktop support
· Configure new Hardware (Desktop/Laptop/Printer/ PDA/)

· Support in Desktops, Laptops, Printers, Scanners other IT equipment (Installing and Troubleshooting)

· Installing Applications , Software’s, Operating Systems, Solving day to day IT problems relating IT equipment, LAN, WAN, Smart phones, Tablets, Software/Hardware.

· Regular preventive maintenance of Machines for Antivirus, OS Updates, patches, registry fix, etc

· Responsible for the fast and accurate troubleshooting of reported fault

· Wireless access point, Router configuration

· Outlook settings- Mail archive, Font, Signature, view settings, troubleshooting
· Driver problems and PC issues

· Support for Word, Excel PDF etc
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