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IT SUPPORT 
■ Career Profile

· Technical support professional offering extensive experience and thorough knowledge of different operating systems, hardware, desktop peripherals, IT network systems and firewalls.
Functional Skill Areas and Key Strengths
Windows Server 2003/2008 | Windows OS | MS Office
IT Network component – Switches and Routers-SAP
· Ability to work without supervision and to take initiative.
· Customer service oriented – Good communication skills used to support various technical issues and desktop operation queries.
· Efficient problem solving and multi-tasking abilities.
■ Objective - Serve as first-level contact for general desktop related issues and as the higher level for other IT network problems.

■ Professional Experience

Aklak Delivery (Dleviry food App)      Khartoum, Sudan     Feb 2018    -    tell now                                                   

Asst.Maneger 
Main Technical Support Functions:

· Ensure the team meets its goals and objectives through effective hiring, performance management, coaching and career development

· Act as the Complaints Coordinator; ensuring all complaints are resolved and responded to appropriate parties

· Develop, implement and maintain materials and programs ensuring production and quality standards are met

· Hire, motivate, coach, counsel, and supervise the daily functions of the provider services staff

· Educate members regarding plan benefits as appropriate and refer members to Connections Representatives

· Evaluate and audit performance and identify and implement improvement opportunities to increase overall productivity and effectiveness

· Ensure plan pends are completed

· Review and respond to complex issues and questions

· Analyze and advise management of personnel, work-flow issues and trends and recommend resolutions

· Audit daily phone log reports and access the need for changes
Xerox Emirates         Dubai,     UAE            Jan 2017    -    AUG 2017                                                   

GHQ helpdesk (after sales) 
Main Technical Support Functions:

· Serve as the first point of contact for customers seeking technical assistance over the phone or email

· Perform remote troubleshooting through diagnostic techniques and pertinent questions

· Determine the best solution based on the issue and details provided by customers

· Walk the customer through the problem-solving process

· Direct unresolved issues to the next level of support personnel

· Provide accurate information on IT products or services

· Record events and problems and their resolution in logs

· Follow-up and update customer status and information

· Pass on any feedback or suggestions by customers to the appropriate internal team

· Identify and suggest possible improvements on procedures
Emirates Transport Dubai, UAE                 2011 – 2017
System Operator
Main Technical Support Functions:

· Diagnosis of desktop, application, networking and infrastructure issues. 

· Experience of supporting a wide and varied client base.

· Troubleshooting PC’s, laptops a. 

· Providing 1st line support to users.
· Install anti-virus software and ensure virus definitions are up-to-date

· Perform preventative maintenance, including checking and cleaning of workstations, printers, and peripherals

Ministry of the Interior           Khartoum, Sudan                 2009 – 2010
 IT technician
Main Technical Support Functions:

· Diagnosis of desktop, application, networking and infrastructure issues. 

·  Experience of supporting a wide and varied client base. 

·  Troubleshooting PC’s, laptops a. 

·  Providing 1st/2nd line support to users. 

·  Administering the IT department’s policies and procedures. 

·  Installation and support of telecommunication equipment. 

·  Maintaining a log of all problems detected and system back ups. 

·  Responsible for maintaining backups and for project work such as new builds. 

·  Working closely with software suppliers to resolve operational issues. 

·  Responsible for supporting: Windows XP/Vista/Windows 7/ Office 2003 and 

· 2007, Windows Server, Small Business Server 2003/2008, Active Directory 

· management Exchange 2003/2007

■ TRAINING HISTORY

· Jun 2009 – July 2009         Network management and computer labs




 
                     The National Ribat University



          
 
                Sudan - Khartoum.

· Dec 2010 – Feb 2011          Maintenance of computers and networks

                              Khartoum State Water Corporation

                               Sudan – Khartoum.         
■ Education & Qualifications

· Diploma of IT (3 years) - Class : A (very good) 
· CompTIA A+

· Network+

· Technical support skills

