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Iskandar 


	

	Objectives

Looking for a challenging position in a motivational environment that leverages my technical and leadership skills  and experience in order to achieve organizational excellence.  


	Summary
A fluent English/Arabic speaker with more than 16 years of experience in the IT field I have focused on providing the best in leadership, technical experience and systems implementation together with deployment of problem management processes.  Specifically I am a practitioner in ITIL v3, a key tool for reducing/preventing major incidents from occurring to reduce business and financial losses. 


	Work Experience
Jordan
February 2014 – Present

Position: Technical Support Manager / Senior System Specialist
Responsibilities:
· Provide the most advanced techniques in customer support to gain customers satisfaction. 
· Manage the Incident and Problem lifecycle
· Manage the preventive maintenance process across all customers platform.
· Close coordination with change management team.
· Oracle WebLogic, Tomcat, IBM WebSphere Application servers support and tuning.
· Systems implementation and Integration with Core Banking Systems.
· Develop Monitoring tools to check the health of systems.
· Coordinate with developers to produce fine-tuned bugs free applications.
· SLA contracts management and tracking. 

· Scrum methodology which emphasizes collaboration, functioning software, and the flexibility to adapt to emerging business realities.
· Work on Vagrant as a scripting tool for Virtualization. 
National Bank Of Abu Dhabi – Abu Dhabi - Information Technology Department

July 2008 – December 2013

Position: Senior Technical Analyst \ Team Leader
Responsibilities:
· Ensure the Applications Support team delivers a professional, customer focused and high performing support service in line with agreed service scope and service levels.

· Assist with the professional development of team members to enhance skills and promote cross-skilling. 

· Carry out effective and timely performance management of the Applications Support Team members in coordination with the Group Leader. 

· Provide support, coaching and mentoring to Applications Support Team members to ensure that all objectives and commitments are fulfilled in line with expectations, agreements and standards. 

· Develop and maintain professional credible relationships with key stakeholders (IT and the business), including relevant third parties and strategic vendors. 

· Recommend and assist with developing improvements around support processes, tools, standards and the overall performance and level of support provided by the Applications Support team. 

· Assist with the development and implementation of business continuity and Disaster recovery plans and activities. 

· Provide assistance to the Applications Development team with testing and deployment of application/software changes/releases through the formal change management processes. 

· Proactively monitor applications/systems to capture potential issues (e.g. alerts, performance) before they occur, in accordance with monitoring/maintenance procedures. 

· Build and maintain effective working relationships within the Department and externally (with Business and vendors). 

· Participate in service operational reviews, ensuring SLA, KPI and other data/information is provided to assist with such reviews. 

· Continually review the service provided to end-users and customers to ensure it meets agreed service levels and all customers’ requirements, though, e.g. liaising with various stakeholders, Business,. Identify improvements to the service provided. 

· On occasions act as Deputy to the Group Leader on particular issues and provide support and cover where there are specific service pressures.


· Participate in a planned program of professional development in order to maintain growth in professional skills and knowledge. 

Problem Management Responsibilities:
· Managing the lifecycle of all Problems.
· Work closely with technical teams / business to identify root cause and provide suitable workarounds in order to prevent incident from recurrence.
· Improved IT service quality and operational knowledge by maintaining the KEDB and educating the Service Desk
· Involve in Projects Management and Coordination

· Identify trends and potential problem sources, by reviewing multiple data sources (Major Incidents) in alignment with the 'Trend Analysis' process.
· Minimize the impact of incidents that can't be prevented. Assist with the professional development of team members to enhance skills and promote cross-skilling. 

· Reviews progress and results with client and (senior) management
Achievements:

· Participate in defining the Problem Management Policy across the whole IT department.

· Create the Problem Management process and flows.

· Reduce the number of repeated incidents and major incidents.

· Capture potential problems by introducing pro-active Problem Management.

· Improve the performance and efficiency of systems in the bank.

· Provide weekly and monthly reports to high management.
Progress Soft – Jordan
October 2005 – July 2008

Position: Technical Team Leader 

Responsibilities:
· Leading an implementation team to support banks in Jordan, Sudan, Oman and UAE.

· Application servers support and tuning.
· Share the implementation of the system's to the end users.
· Develop Monitoring tools to check the health of systems.
· Coordinate with developers to produce fine-tuned bugs free applications.
· Receiving User's Requests or complains, identifying, solving it or raising to the third line support (Vendors).
Computer and Communication Systems – Jordan 

September 1998 – October 2005

Position: Senior Software Developer 
Responsibilities:
· Develop business process diagrams, business rules, use cases and prototypes.

· Participating in development of web applications using most recent technologies using oracle products.

· Arrange System's Deployments and coordinating the transfer to production after getting the QC Approvals.

· Receiving User's Requests or complains, identifying, solving it or raising the issue to the next management level.
Education 
1994 – 1998      Applied Science University – JORDAN – AMMAN

Bachelor of Computer Information System, Rate: Very Good
Courses and Certificates

· Oracle Weblogic 11g

· WebSphere 7
· Oracle Application Server Rel. 2 and Rel. 3
· ITIL foundation v3
· Oracle SQL and PL/SQL
· SharePoint 2010 Admin 

· PMP essentials
· Change Management
· Problem Management

· Journey to Leadership
Skills
Technologies

Java, J2EE, JDBC, SQL, PL/SQL, PHP

Middle Wares

Oracle Application Server Rel. 2 and 3, Tomcat 5,6,7, Oracle WebLogic 11g, WebSphere 7

Databases

Oracle

Problem Management

Very good knowledge in problem life cycle according to ITIL v3

Team Management
As Part of the daily routine, continues team improvement process 



	Personal Information 
Nationality

Jordanian

Gender

Male

Marital Status

Married

Date of Birth

09/11/1976



	

	References:
Can be provided upon request.
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