
CAREER OBJECTIVE
An IT professional with 20+ years of diversified experience in the fields of service management, customers service, call center, infrastructure development, project management, and business management, as well as core competencies in technical support and quality management. Seeking a position to implement IT service desk management expertise and system savvy toward providing exemplary Help desk to use my skills, experience and adaptability to obtain a help desk specialist, systems administration, engineering position where I am constantly challenged. I am quick to learn and adapt to new situations, configurations and technologies, my strength stem from my ability to walk into a new environment and be functional immediately. 

PROFESSIONAL EXPERIENCE
Toronto District School Board (TDSB) – Toronto, ON

              February 2013 – Present
Client Service Desk Specialist
Providing first call resolution for business and academic information; computer software and hardware products assistance. Taking inbound calls using the Apropos IVR system and recording the initial incident in the Remedy Problem Management and Tracking System. As well, escalate difficult incidents to the correct second level support group within set time limits. Ensuring that all terms and conditions in the Service Level Agreements and Enterprise Help Desk processes and procedures are followed.

· Provide first call resolution support to TDSB academic and business clients on over 100+ Board approved Ministry computer software applications and 75 + desktop application software;

· Record, analyze, prioritize, escalate, track and provide feedback to the Team Leader if necessary of incidents received at the Enterprise Service Desk.

· Provide technical assistance to clients using supported IT Tools to reset/change passwords, check user account status and general properties and to manage existing print queues, etc.;

· Ensure that all of the terms and conditions specified in the Service Level Agreement for each area are followed;

· Train/coach/support clients (Just in Time training) on various software applications both shrink wrapped; business systems, and ministry approved;

· Diagnose hardware related problems or request for service, for academic or business users.  Document, resolve or assign to Field Services or Technical Services for support;

· Diagnose technical infrastructure problems or request for service, encompassing technical infrastructure, (both WAN and LAN) for academic or business users.  Document and assign to Technical Services;

· Provide I.T. tools assistance to support clients desktop, i.e. remote control tools the desktop, software distribution tools, and train/coach/support client of tools component; 
· Incident escalation (layer 2, layer 3 and management) 
A F G, UAE             

                                                                             June 2008 – February 2012
Responsibilities- as Sr. Systems Engineer & Helpdesk Manager:
· Ability to solve complex technical problems in a timely manner.

· Expert-level customer service, organizational, team orientation, with follow up skills. Excellent verbal and written communication skills. 

· Support applications and OS include all Microsoft Windows operating systems, Microsoft Office including Outlook, Webmail, Internet Explorer, Microsoft Project, Microsoft Exchange, Microsoft SharePoint, LANDesk, and Norton Anti-virus.

· Experience using a Service Desk Problem Management Software Programs

· Provide support to users / customers in many aspects (walk-in, telephone, email)

· Verify with the customer that the issue has been resolved and update the ticketing system

· Interface with infrastructure, database, and development personnel

· Deploy / Configure / Maintain /Repair / Tune IT Tools

· Maintain inventory for IT infrastructure environment including servers / network devices specifications and functions performed in the production / testing  environment

· Communicate plan, progress, and issues in a timely manner

· Actively contribute to ongoing process improvement

· Performs other duties or special projects as assigned 

· Resolve Network Local Area Networks (LAN), Wide Area Networks (WAN), Network architecture, Network management switch / network layers and other systems connectivity issues

· Collaborate with development staff to recreate problems in the test environment

· Assist in the evaluation, development and customization of third party tools (production / testing)

· Ability to complete multiple simultaneous projects in a timely manner 

· Fine-tune test support by providing a scalable test environment through capacity planning of resources and availability of test plans and scripts

· Resolve test environment integration and interoperability problems for new systems, upgrades, service packs, and hot fixes to ensure integrity of the environment and ensure persistent recoverability of the test environment

· Ability to explain information technology topics to non-technical business/academic clients

· Provide technical assistance and support for incoming queries and issues related to computer systems, software, and hardware.

· Respond to queries either in person or over the phone.

· Write training manuals. Document / train and support clients on various software applications
· Knowledge on Mac Os. 
· Run diagnostic programs to resolve problems.

· Follow up with customers to ensure issue has been resolved.

· Run reports to determine malfunctions that continue to occur.



EDUCATION
GA Wheable Alternative & Continuing Education, Canada



     June 2017
Small Business

Fanshawe College, Canada







      Dec 2016

Network Security Architecture  




      

Fanshawe College, Canada







      Dec 2015

Information Technology Management




      

Mehran University of Engineering & Technology, Pakistan 



      June 1998
Bachelor's Degree in Computer Systems Engineering
  






Key Training Attended:
	Certified Information Systems Auditor (CISA)  Webinar (ISACA), UAE
	Project Management Professional (PMP)

Cambridge Educational Institute, UAE


	MEMBERSHIPS
Project Management Institute 

Information Systems Audit and Control Association  
	(PMI) since May 2010.
(ISACA) since January 2008.

	
	

	HIGHLIGHTS OF EXPERTISE
· Service Desk (Remedy Helpdesk) and SLA Project (Cobit / ITIL).
· System Design and Documentation.
· Production Simulation, modeling & Testing  (Pilot project)
· Smart IP Telephones (Cisco).
· RAS/VPN Project. 
· Network Storage Project
	· Antivirus Project
· Directory Services Project. 
· Windows Security Automation Server.
· System Security Project. 
· Centralized Backup System.
· Virtualization & Cloud Project (Hyper V, VMware, Citirix).
· Health Safety & Environment Policy.
· Succession Planning at Succession Academy
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