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Key Skills
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Profile Summary

	Project/Program Management
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IT Infrastructure Management
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Customer Support & Relationship
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Information Security & Network Management
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Process Improvement
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Global Service Delivery Management
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Change & Risk Management
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Consulting & Professional Services
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Team Building & Leadership
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	· PMP and ITIL certified professional offering nearly 22 years of notable contribution in the entire gamut of IT Project/Program Management, Service Delivery, Implementation and Support 

· Spearheaded the implementation and support of Reuters Information Delivery and Transaction platforms (desktop, server and network)  and projects at major Banks in UAE and Saudi
· Established SSD (Small Site Delivery) infrastructure  and Radianznet POP in Riyadh to provide real-time and historical financial information to the clients from Reuters cloud with the help multivendor(Cisco , IBM and Sun) hardware 

· Expertise in implementing and supporting IT products and services for demanding Financial Services customers and led regional service desk and project management functions

· Excellence in planning and implementing migration projects with deep insight of Middle East ICT markets

· Skills in problem solving coupled with  decision making for enabling effective solutions leading to high customer satisfaction and low operational costs
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Career Timeline
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Soft Skills
	
	


[image: image15.png]


Education
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	2011

M.S in Software Systems, Birla Institute of Technology and 

Science, Rajasthan, India

1994

B.Tech. in Electronics and Communication Engineering, 


University of Calicut, India
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Notable Accomplishments Across The Career

· Played pivotal role in delivering 3 recent mission critical migration projects in MENA [FX Trading App Migration (2015-16), Elektron Network Migration(2014), Eikon Desktop Migration (2013)], transitioning Thomson Reuters products from legacy to state of the art which resulted in delivering  $40 million cost saving

· Reduced the average service restoration time to one third by introducing regular collaborative team reviews, dashboards and online messaging tools which materially reflected in Thomson Reuters customer service feedback scores improvement from 70% to 90%) (As a support team lead during 2013-2016)

· Designed Wireless Server Farm for Reuters Data Centre in Al Khobar to reduce the TCO of equipment in the data centre and simplified the existing data delivery by using wireless technology

· In the recent leadership roles transformed 50 member diverse team of technical support specialists and field service engineers spread across 20 countries to a highly responsive problem solvers and executed efficient policies and procedures to ensure reliable and smooth technical and business operations
· Reviewed and Implemented Network Security recommendations in customer interfacing networks of Reuters 
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Work Experience

Apr’98 – Dec’16 
Ltd. (Previously Reuters Ltd.)

Deputations/Growth Path:

Ltd., Dubai, UAE as Customer Support Engineer





Apr’98 – Dec’99
 Ltd., Riyadh, Saudi Arabia as Senior Systems Engineer




Dec’99 – Jul’08


 Dubai, UAE as Technical Account Manager for Dubai & Oman 


Aug’08 – Sep’10
 Dubai, UAE as Team Leader – Project Management, MEA



Oct’10 – Dec’12

 Dubai, UAE as Service & Support Manager, MENA



Jan’13 – Dec’16
Key Result Areas:

Service & Support Manager

· Delivered technical implementation projects at customer sites under tight budget and time constraints
· Improvised staff engagement and retention by effectively managing the development and learning  plans; improvised resource utilization, customer satisfaction and retention through service transformation
Team Leader

· Build the technical implementation/project management hub; directed the team of project managers to reduce lead times for implementation of projects and quick realization of revenue orders

· Aligned regional staff with Thomson Reuters Global processes and PMP methodology; steered projects to timely completion, optimising staging of servers and remote installation of desktops that saved cost on engineer and travel time

Technical Account Manager

· Provided senior level technical consultation and escalation contact for 250 customers in Dubai and Oman and fostered long-lasting relationships with respective CIO and IT managers

· Led a team of engineers, delivered financial projects, scheduled monthly service review meetings, administered the Service Delivery and  Service Assurance; managed supply management with vendors like BT, DU, Etisalat, Satyam

· Implemented next generation Thomson Reuters flagship product platform (Eikon), reported to the Regional Technical Manager and global project teams on key deliverables, and transitioned accounts

Senior Systems Engineer
· Planned various Reuter’s media and financial information delivery systems, including more than 200 Servers and 500 Desktops at client sites to make the mission critical real-time data available to end users

· Spearheaded client site projects, assisted in technical coverage, recruitment, team-building, training of new staff, created technical documents for all installations, along with operated networking and data communication systems
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Previous Experience

Feb’96 – Apr’98

Ministry of Municipal Affairs, Doha, Qatar as Hardware & Software Support Engineer

Jun’95 – Feb’96

Regional Engineering College, Calicut, India as Lecturer, Electronics & Communication 



Engineering
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Professional Memberships

· Member of Project Management Institute (PMI), Toastmasters International
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Certification

· PMP (PMI) 

· ITIL Foundation 

· CCNP +CCNA (Cisco)

· MCSE (Microsoft)

· Financial Information Associate(FIA)
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IT Skills

· OS PLATFORMS:

Excellent knowledge and hands-on experience in system administration and management 



of various Operating Systems including Windows, UNIX, LINUX. Exposure to Shell and 



Python scripting, Cloud, Virtualization technologies ,SAN, Backup and monitoring tools
· CRM/ SERVICE DESK:
Siebel, Salesforce, HP Service Manager

· DBMS:


Oracle, MS SQL Server, Sybase, Access
· NETWORKING

TCP/IP-FTP, DHCP, DNS, RIP, OSPF, SNMP, EIGRP, BGP, Multicasting

· NETWORK MANAGEMENT:
SevOne, CiscoWorks, HP OpenView, TACACS+, RADIUS, Tivoli

· DATA COMMUNICATION:
Channelized circuits, Modems, multiplexers, WAN switching technologies, Thomson 




Reuters Elektron

· NETWORK SECURITY:
Access lists, Firewall, IDS, Protocol Analysers, Content filter, VPN

· HARDWARE:

Desktop and Server (Intel, HP, Acer, IBM, Lenovo) and Peripherals, LINUX/UNIX Servers, 



Printers and Storage
· Planning and designing routing and switching networks with Cisco/Checkpoint/Juniper Routers, Switches
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Personal Details
Date of Birth:

20th May 1973
Languages Known:
English, Arabic, Hindi
Driving License:

UAE and India
Marital Status:

Married
Nationality:

Indian
Can join immediately
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JOWHAR ABOOBACKER CV NO: 2008764


Senior IT Service Management Professional


IT Project Management/IT Program Management /Infrastructure Support


Versatile, high-energy technocrat with the distinction of executing prestigious Information Technology projects of large magnitude within strict time schedules


Location Preference: GCC Countries/India-Bangalore


��HYPERLINK "mailto:jowhark@yahoo.com"�jowhark@yahoo.com�		�971-56-6031758/ 971-56-7408114














Reuters Ltd., Dubai, UAE as Customer Support Engineer





Apr’98 – Dec’16 


Thomson Reuters Ltd. (Previously Reuters Ltd.)








Reuters Ltd., Riyadh, Saudi Arabia as Senior Systems Engineer





Thomson Reuters, Dubai, UAE as Technical Account Manager for Dubai & Oman





Feb’96 – Apr’98		


Ministry of Municipal Affairs, Doha, Qatar as Hardware & Software Support Engineer








Thomson Reuters, Dubai, UAE as Team Leader – Project Management, MEA	





Jun’95 – Feb’96


Regional Engineering College, Calicut, India as Lecturer, Electronics & Communication 					Engineering








Thomson Reuters, Dubai, UAE as Service &Support Manager, MENA














Communicator                     Analytical





Implementer





Collaborator                    Planner





JOWHAR ABOOBACKER CV NO: 2008764


To interview this candidate, please send your company name, vacancy, and salary offered details along with this or other CV Reference Numbers that you may have short listed from � HYPERLINK "http://www.gulfjobseeker.com/employer/cvdatabasepaid.php" �http://www.gulfjobseeker.com/employer/cvdatabasepaid.php� 


addressing to HR Consultant on email: � HYPERLINK "mailto:cvcontacts@gulfjobseekers.com" �cvcontacts@gulfjobseekers.com�


We will contact the candidate first to ensure their availability for your job 


and send you the quotation for our HR Consulting Fees.








