Josen 
Josen.356552@2freemail.com
PERSONNEL SUMMARY
                                                  .

 A multi-skilled Sr IT support Analyst/lead, over 10 + years’ experience with in-depth knowledge of architecting, installing and configuring computing systems, servers, back up devices. Experienced in providing client focused IT support and in successfully analyzing and resolving IT hardware and software problems in a timely and accurate fashion. Having the ability to maintain a high degree of customer service for all support queries and possessing strong analytical and documentation skills. Key member of award winning Best ICT Team for 2016 Middleeast Region conducted by CNME magazine
EXPERIENCE SUMMARY
Jan 2013 till date as Sr IT support Analyst
Job Role: -
Responsible for ensuring all IT services are operational at all the times, perform installation/upgrades of the systems including servers, back up devices and provide assistance for escalation calls. Testing and restoring of critical data using various backup technologies, evaluate, propose and deploy new products as per the global standards. Diagnose and resolve incidents, escalate issues to the proper teams if needed.
Duties and Responsibilities: - 
· Attend escalation calls and provide proper solution to users on timely manner.

· Provide IT Induction for new joiners and make them familiar with IT services 
· Meeting users face to face, resolve the IT issues and also provide assistance to junior staffs.
·           Attend IT management meetings and provide feedback of service delivery. 
·           Monitor the IT service delivery queue and generate reports monthly basis.

·           Coordinate with external hardware/software vendors when needed.

·           Follow company approved process for demand and project management.

·           Provide direct support for Executive management support staffs
·           Communicate with regional managements about IT service/delivery changes.
·           Install/Configure servers, tape library backs up, network printers/ plotters
·           Strong technical back ground and hands-on experience in technologies like MS windows 2003/2008/2012, Active Directory, Exchange, DHCP, SCCM
·           Good knowledge and hands-on working experience on Dell servers, laptops, workstations 
·           Monitor server room environmental conditions remotely using temperature sensing devices
·        Set up project site office and provide support for site based staffs remotely via in-house tools 
·        Monitor site office back up and coordinate with site IT to store the backup offsite
·        Good knowledge of corporate IT structure and technologies, escalate issue to proper global team when required and coordinate with global teams when changes happen.
·        Liaise with global system team to work on standards, procedures and projects. 

·        Follow change management process during outages and changes.
·        Monitor all devices using tools like solar winds, EM7, and Dell OMSA.

·        Hands-on experience in deploying software’s using sccm tool

Projects: -
1       Estimation application has been migrated from Cato to Costx for entire Middleeast region.

2       Site office infrastructure set up for Address Hotel, ICDB and deploy aecom staffs.

3       Canon uniflow centralized managed print services.
4       MS office upgrade

5       SCCM and OSD role out for ME regions
April 2008- 2013 as IT Support Engineer/ Helpdesk Specialist, AECOM Dubai
Job Role: -
Primary job role is to provide IT support service for over 700 + based in AECOM Northern emirates, which includes Dubai, Sharjah and various site offices. Responsible for ensuring that IT incidents/faults are analysed and fixed permanently on time. Escalate issues to proper team when required.
Duties and Responsibilities: - 

·     Provided functional and technical support, troubleshooting and diagnosing hardware, software problems including desktop, laptop, WAN, LAN and remote systems.

·     Supported more than 700 end users with computers, network systems and peripheral devices.
·     Maintains passwords, data integrity and file system security for the desktop environment.
·     Install network applications in servers and authenticate license in servers.

·     Coordinate with software/hardware vendors for support and license/contract renewal.

·     Travel to offsite locations to perform related work and response to emergency situations.

·     Administration of LAN including Active Directory, DNS, DHCP, switches, routers.
·     Basic troubleshooting of network.
·     Expertly installed, configured, monitored and troubleshooting PC’s, servers and related OS.
·     User Management in AD and Exchange.

·     Monitoring and maintenance of windows servers 2003/2008, remote administration of servers.

·     Set up folder level permissions, create AD groups, Exchange public folder management.
·     Performed troubleshooting and upgrades like MS office, Primavera, design software like Autocad, Bentley products, MS SQL.
·     Remotely support site offices and visit site office when required.
·    Check helpdesk email and respond timely manner.

Projects: -
1     Saadiyat Island site office set up and deploy 200 users in site - 2010
2     Office 2003 upgrade to 2007
3     Migration of Davis Langton user to AECOM, Migration of Ellerbe Becket staffs to AECOM

4    Consolidation of all AECOM DUBAI offices.

5 -  Remediation of Windows XP OS over 500+ machine

Jan 2006 – July 2007 as IT Technical support executive in Hewlett Packard Bangalore.
·     Provide technical support for 6J line of products for customers based in US.

·     Attend calls over phone and provide solution over phone.

·     Remotely connect to the users machine and troubleshoot issues when required.

·     Worked as SME for 6J line of products.  

ACADEMIA

· Master of business administration (M B A)
     From A.M.C College - which is under Bangalore University, Karnataka. Specialization (IT) 2005
· Bachelor in Computer Applications (B.C.A)

     From M.E.S College of Science and Technology which is under M. G University, Kerala.

     Duration (1999-2002).  

Additional Qualification

· Comptia’s A+ training from Dhishna learning centre, Cochin, Kerala.

· Attended NASSCOM program

SKILL SET

· Operating System

:  Windows 2008/2012 server OS, Windows 7/10
· Software   
  

     : MS office
STRENGTHS

· Good team player, Excellent analytical and logical skills, Problem solving ability, Willingness to learn

· Leadership, Positive Attitude, Co-ordination skills, Convincing Ability, Presentation skills 

PERSONAL PROFILE

Sex





:
Male

Date of Birth


:
10th April 1981

Present Add               :   Al Samalik Building 102 Bu Tina Sharjah
Permanent Add


:
Bethel House, Naduvattom P.O, Pallippad Allapuzha Dist., Kerala State. India

Languages Known

:
English, Malayalam and Hindi.

Hobbies




:    Playing cricket, Listening Music, Reading news paper.
PASSPORT DETAILS

Date of Expiry


:
21/02/2018
Place of Issue


:
Cochin
Visa status                 :   Employment
DECLARATION

I hereby declare that the above-mentioned information is correct up to my knowledge and I bear the responsibility for the correctness of the above-mentioned particulars.

Date
: 16-Jan-2016



Place
: Sharjah





















Josen 
