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	Objectives
I have 15 years of experience working in huge firms with in the GCC countries where I have gained lots of knowledge in the IT Operations, Support and Projects field. I have been always successful in the roles and responsibilities I held and gained my management trust across my career. I am in continuous search for more knowledge and challenge that made me so much believe that moving to different environments would add to my background and exposure and eventually gives me more value. 
Education
Arab Academy for Science & Technology and Maritime Transport (Alexandria-Egypt)
July 2000
Bachelor degree in Electronics & Communications Engineering (3.11/4.0)
Speech Coding Techniques in GSM as graduation project (A-Grade)

St.Mary's High School (Dubai-UAE)

June 1995

A-Level Secondary Education in Chemistry & Mathematics (London Board)

Cambridge High School (Dubai-UAE)

June 1994

O-Level IGCSE

Trainings & Certifications
35 Contact Hours PMP Exam Prep, 2012

ITIL Foundation version 3 Certified, 2010

ITIL Foundation version 2 Certified, 2007

Microsoft SQL 2005 Server, 2007

Microsoft Certified Server Engineer (MCSE), 2002

Cisco Certified Network Associate (CCNA). 2001

experience
Operations Manager | Safeer Integrated Systems (UAE)
May 2013 – Current

· Improved the operational systems, processes and policies in support of organizations mission -- specifically, support better management reporting, information flow and management, business process and organizational planning.

· Managed and increased the effectiveness and efficiency of Support Services, through improvements to each function as well as coordination and communication between support and business functions.

· Oversee overall financial management, planning, systems and controls.

· Management of company budget in coordination with the General Manager.

· Disbursement of cheques for company expenses.

· Organization of fiscal & contractual documents.

· Regular meetings with General Manager around fiscal planning.

· Direct annual budgeting and planning process for the organization's annual budget with General Manager
· Develop and manage annual budget

· Oversee monthly and quarterly assessments and forecasts of organization's financial performance against budget, financial and operational goals. Oversee short and long-term financial and managerial reporting.

· Managing day to day processing of accounts receivable and payable using accounting system.
· Reconciling monthly activity, generating year-end reports.
· Assisting Executive Director and Board in creating annual organizational budget and monitoring cash flow.

· Managing contracts and reimbursement requests.

· Maintaining archival and administrative files.

· Administering payroll and employee benefits and organizational insurance.

· Develop, maintain and monitor accounting systems and procedures capturing all pledges, billings and receipts and for the recording of all revenue transactions, recommend and implement improvements to systems.

· Liaison with all outside vendor.

· Manage functions.

· Increase the effectiveness and efficiency of Support Services through improvements to each function as well as coordination and communication between functions.

· Drive initiatives in the management team and organizationally that contribute to long-term operational excellence.

· Contribute to short and long-term organizational planning and strategy as a member of the management team

· Oversee organizational insurance policies.

· Supervise and couch office manager on a weekly basis.

Incident Manager | Ericsson Iraq
July 2012 – Feb 2013
- End to end S1 and major incident management for the customer " Zain mobile - Iraq ". 
- S1 incident's impact assessment, notification, proper escalation and response, leadership to resolution, proper closure and related reporting. 
- Assure secure and successful work around are implemented within SLA time to contain outage impact ASAP.
- Submit recommendations in regard to handled incidents for the problem manager and the management team to avoid outage re- occurrence. 
- Actively engage in the incident management process establishment, setting related KPI s, monitoring and continuous feedback and assessment to support continuous improvement.
-Part of a 24x7 incident management team available on site covering 12 hour shifts.
Support Team Leader | Ali Bin Ali Technology Solutions (Qatar)
October 2009 – September 2011

· Introduced and customized the first CRM application to ABATS customers (i.e. TechExcel CustomerWise) that complies with the ITIL standards.

· Write & maintain SLAs with all ABATS customers and specifically Vodafone Qatar and ABA group.

· Created the first documented processes between ABATS departments.

· Implemented the first Call Center using Cisco technologies with an IVR feature and Cisco Call Manager.

· Organized the Dell pro-support and next business day support procedures.

· Managed three Helpdesk Agents and fifteen outsourced site engineers.
· Automated engineers timesheets after being manually created weekly.

· Prepare costing sheets for several SLAs sold to customers.

· Contributed in many datacenter shifting and setup.

· Introduced the Blackberry support services to the company with our primary customer Vodafone Qatar.

· Worked as a deputy to the Service Delivery Manager in his absence and his vacations.
End-User Support Supervisor | Dubai Holding (UAE)

January 2006 – May 2009

· Contributed in multiple large IT projects e.g. migrating 3500 windows user-accounts to a different windows domain, physical shifting of 150 DHCC employees from Emirates Towers to current headquarters, cabling rearrangement of three floors in Emirates Towers, etc 

· Worked as an Incident Manager whereby three service desk engineers and twenty-five desktop support site engineers reports to me technically and non-technically presenting excellent managerial skills and providing my management with semi-monthly reports on the work progress at the remote customer sites. Excellent managerial skill in respect to achieving company objectives in parallel with internal & external customer satisfaction.

· I am responsible on administering the network in terms of all the major and critical services provided to all the company's employees such as DNS, ISA, SCCM, DHCP, RightFax, Symantec Enterprise Antivirus, Veritas Backup, BlackBerry Enterprise Server, Nokia Business Center, Exchange server & Unicenter Service Desk, etc.

· I was responsible for maintaining contracts and service maintenances with all our vendors and suppliers.

· Involved in the major projects and other functions within the IT Operations department.  

Operations & Support Specialist | Tatweer (UAE)

January 2004 – January 2006

· I was mainly responsible for desktop support including cabling, PABX telephony, and server backups and minor network issues.

· I contributed in writing and creating the first IT policy of the company.

· Achieved the ISO 9002 certification for the IT department processes.

· Vendor contract Management

Helpdesk Engineer | TECOM Investments (UAE)

April 2001 – January 2004

· Worked as an IT Desktop Support engineer dealing with several software applications and different domain services. 

· Worked on Windows XP and 2000 Professional client platforms and troubleshooting all sorts of problems.

· Worked on Windows 2000 Server platforms and managing specific network services
skills
ITIL - Active Directory – DNS - Problem Solving – Servers – IIS – Troubleshooting - Customer Relations - Windows Server - Requirements Analysis – VPN – Negotiation - Customer Service - Operations Management - Change Management - Process Improvement – Outlook – Scheduling - IT Operations - Computer Hardware – SLA - Service Desk – DHCP - Desktop Support – Antivirus - Blackberry Enterprise Server - Blackberry devices - IT Service Management - Windows OS - IT Management - Team Leadership - Microsoft SQL Server - Technical Support
Specialities

IT Support, ITIL Processes, IT Project Management Skills, Microsoft Products, Blackberry devices & servers and general knowledge of mobile operators technical functions.


	
	Personal Information
Date of Birth: 10th November 1977 

Marital Status: Married

Nationality: Egyptian

Religion: Muslim

Egyptian Military Service Status: Exempted

Driving License(s): Egypt, UAE, Qatar

Languages (Spoken, Written, Read): Arabic (Mother tongue), English( Fluent), French (Basic), Hindi (Basic)


Page 2

