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PAUL 
DUBAI, UAE 

E: paul.376531@2freemail.com 
JOB OBJECTIVE
A hardworking, self-directed certified IT professional, with proficiency in PC troubleshooting and basic network troubleshooting, seeks a position of a Desktop Support Engineer in a competitive customer-centric setting.
SUMMARY OF QUALIFICATIONS

· Determine incident impact by applying event analysis and correlation of multiple log sources such as Windows, UNIX, Firewalls, Routers, Switches, IPS, Antivirus and Flow Data using SIEM technology.
· Perform pre-approved provisioning requests and troubleshooting per approved use cases.
· Preform preliminary analysis of unclassified incidents.
· Escalate unclassified incidents findings to related GSOC team (Level 2).
· Manage incident coordination and response.
	


· Provide accurate, complete and timely written documentation when required.
· Provide accurate, complete and timely Shift handover reports.
· Must support traditional SOC operational activities to maintain approved SLA's.
· Manage customer service calls, service desk requests and emails as per defined procedures.
· Acts as Incident Handler/ Manager, to own the responsibility of resolving the incidents
· Perform health monitoring supervision, basic technical support/troubleshooting and handle emergency escalations.
· Preform pre-approved basic technical support and standard report generation.
· Escalate customer emergency support calls to relevant GSOC Analysts per process.
· Attend shift based working hours and provide overtime support when required.
· Provide accurate, complete and timely Shift handover reports.
· Microsoft certifications in technical specialization

· Proven ability to successfully handle routine network operations such as troubleshooting issues pertaining to user access management, software installation, system backup, and printer setup, among others

· Proven expertise in providing active directory services, antivirus support, security patches and hotfix deployment, asset and configuration management, and remote troubleshooting of incidents, among others

· Innate ability to learn new methods and skills and apply them aptly

· Ability to work successfully in fast-paced IT environment, independently and as a part of large teams

· Impressive interpersonal and communication skills

Technical skills

·  Microsoft Windows (like Windows 10, Windows 8, Windows 7, Windows Vista, and Windows XP), Apple's macOS (formerly OS X), iOS, Chrome OS, BlackBerry Tablet OS, and flavors of the open source operating system Linux.
· Active Directory and Exchange 2003, 2007, and 2010

· MS Internet Information Server, MS Office 2007, 2010, 2013 and 2016
· MS Outlook

· CAD programs
· Sophos, Norton, Kaspersky, AVG and other Antivirus Software
· Exemplary Microsoft background with Multisite deployment.

· Microsoft (AD, Schema, DHCP, DNS, File Server, Print Server, Azure, Private Cloud, *HyperV* *HyperV Cluster*)

· Storage Devices, must have SAN Storage working Experience

PROFESSIONAL EXPERIENCE

COMPUTING SOLUTION AFRICA, JINJA, JANUARY 2010 – OCTOBER 2017
DESKTOP SUPPORT ENGINEER

Responsibilities include:

· Perform incident management of detected threats in a 24/7 Global Security Operations Center (GSOC) by handling security events on a technical level.

· Responsible for monitoring, investigating and responding to suspicious events originating from various sources.

· Apply predefined best practice procedures to contain detected threats. Apply predefined service based procedures and maintain positive SLA targets.

· routine desktop support issues, which include installing and re-installing Operating Systems (OS) and applications, configuring devices, MS-Office, MS-Outlook, and Acrobat Reader, among others

· Providing L1 network support which includes configuring IPs and basic handling of switches, among others

· Troubleshooting network connectivity (LAN) issues

· Installing desktop and hardware such as CD-ROM, and soundcards, among others

· Providing anti-virus support

· Configuring print devices (network and local) on desktops

· Communicating directly with customers on phone and via emails to address their issues

· Escalating relevant customer issues to the technical specialists and ensuring speedy resolution of the issues

· Scheduling and attending periodic service review meetings with customers to identify gaps and resolve support issues

· Guiding L1 Desktop Support and Service Desk team members and monitoring their performance

· Documenting case studies and relevant IT processes and procedures, and adding to the knowledge base of the organization


ACADEMIC QUALIFICATIONS

KYAMBOGO UNIVERSITY     2012 - 2015
BACHELORS DEGREE IN COMPUTER SCIENCE
YMCA - 2006-2007

Certificate in computer science

REFERENCES - Available on request
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