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Phone
+966 56 8181233 

Email
Mokarrams@hotmail.com

Address
55 Currier PL. Cheshire, CT. United States
Education
Three years towards a Computer Science Degree

2000 - 2001
Computer Science
Southern Connecticut State University

1998 – 2000
Computer Science
Norwalk Community College
Skills
Team Leadership
Remote Team Management 
Interpersonal Communication
Multitasking
Knowledge Centered Support
RCA & CI
Mentoring

 


Languages
English 
Arabic




Mokarram Saeed
Senior Technical Support Manager, IT Manager, Senior Analyst
[bookmark: _GoBack]IT Manager with an exceptional performance record in Medium/Large enterprise environment. Strong operational excellence, delivery and people management skills. Proven experience with technical support processes’ optimization and escalation management. Highly skilled in analyzing and resolving complex technical issues logically and systematically. Strong leadership skills and experience managing a remote team across multiple geographical/time zone locations with the ability to attract, motivate, retain and develop talented people.
	
	
	
Experience
2019 - Current
Sun Life Financial l Windsor CT. United States
Senior Technical Support Manager
· Helped create a process from the ground up for Intelligent Swarming to reduce call escalations that helped resolve an additional 12000 calls in the first two years without the need for escalations.
· Proactively look for opportunities to enhance current processes and focus on continuous improvements making things more efficient for our team and clients.
· Manage the teams work on RCA and highlight any trends in the environment.
· Mentor colleagues on the team, provide ongoing assistance to Analysts, answering their queries and empowering them to make decisions keeping the emphasis on the client experience.
· Monitor the team's performance and keep a close eye on all KPIs to make sure the team meets our goals
· Work on escalations and collaborate with various support teams to resolve client issues helping bring the right people together.
· Maintained job ratings between exceptional and exceeding targets.


2007 - 2019
Sun Life Financial l Windsor, CT. United States
Technology Services Sr. Analyst
· Take ownership of tickets assigned to the team, working through to resolution with clients, understanding their needs, prioritizing where necessary and delivering exceptional experience.
· Appropriately engage, assist and support 3rd level support resources to achieve quality client solutions and ensure that complete and current information is communicated to the proper teams.
· Work on projects and roll outs, carrying out testing and providing feedback to ensure the Service Desk is set up to easily provide support always considering the client experience.
· Develop and maintain proficiency and measured success with medium to large projects relating to complex technical and service-related issues.
·  Focus on building professional relationships and strengthening communication across sites, within our own team, Service Desk and all IT staff in order to enhance our ability to provide broad based client support
· Focus on communication and feedback with the Service Desk that is supportive and collaborative.
· Create, edit and maintain articles in our Self-Service and Service Desk Knowledge Bases as part of Knowledge Centered Support.
· Consistently provide exemplary technical skills and are called upon by management and other team members to provide input and expertise for very complex issues.
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2004 - 2007
Genworth Financial formally GE Insurance l Enfield, CT United States
Sr. Deskside Support Engineer/ Site lead
· Lead a team of four members providing day to day level 2-3 deskside support, server administration and asset management, 
· Provided onsite and remote support for 1000+ users and 29 remote locations.
· Provided tape backup services on the SAN, CMS, VAX and Octel systems. Managed offsite tape inventory and trained new techs on backup procedures.
· Supported 200 field office users using Citrix and Thin Clients.
· Main escalation point for remote access issues through VPN and RemoteOffice
· Deployment of various applications through SMS and CA Unicenter.
· Managed network protection from viruses through Symantec AV console and deployed updates.
· Performed inventory audits and asset management tasks to ensure proper equipment tracking.
· Helped write scripts and procedures for all tasks performed by Spherion on the Genworth contract.
· Helped facilitate a move from our Enfield location to our Windsor location for over 800 users and support equipment including all Servers and network equipment.
· Helped in hiring new techs by interviewing candidates.
· Utilized varies remote control tools to support over 200 users in 29 remote offices in addition to remote users connecting through VPN and RemoteOffice.

2002 - 2004
GE Infrastructure (International Fiber Systems) l Newtown CT. United States
IT Support Lead
· The onsite GE engineer during the acquisition of International Fiber System.
· Responsible for day-to-day Server management, installation of HP and Dell server equipment, upgrades and Senior level of Deskside, Network and Server troubleshooting.
· After the migration, I handled daily deskside support for about 100 onsite users and provided support to various GE infrastructure sites throughout North America and to remote users connecting through VPN and RemoteOffice.
· Responsible for server and workstation patching and SAV updates.
· Managed daily backups on file servers using VERITAS/Symantec Backup Exec.     
· Installed new Racks and rewired all servers in a secure room to meet GE standards.
· Maintained and repaired custom access databases critical to the business.  
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2000 - 2002
PC Service Technologies Milford, CT Unites States
Computer Technician/System Admin
· Built a successful technical operation from the ground up, providing a wide range of services to the client base ranging from hardware, networking, system maintenance/installation and custom computer builds.
· Earned a reputation as a trusted technical advisor and a knowledgeable technician offering cost-effective solutions through innovative design and thorough knowledge of various system environments
· Handled multitasking between troubleshooting system problems, fixing multiple systems and providing expert and efficient support over the phone simultaneously 
· Provided quality customer support to clients in the store and on-site
· Performed network installation, configuration and servicing of several environments including, (peer-to-peer networks, Windows NT/2000/XP)
1995 - 2000
East Coast Computers Inc. Milford, CT Unites States
Computer Technician
· Lead a technical team that dealt directly with clients’ needs including the diagnostics and troubleshooting of PC software and hardware problems 
· Built lasting rapport with a loyal customer base as the service person most frequently requested by customers
· Assembled custom PCs using a vast variety of hardware devices and operating systems totaling to over 500 completed systems
· Performed various on-site services from single system repairs to troubleshooting and maintaining LAN-WANs for small to medium businesses
· I was the last person out of an over 20-person technical staff that stayed in the company and helped to close customer accounts when the company eventually closed their doors.  

 Certificates



· MCSA
· CompTIA A+
· CompTIA Network+
· HDI Support Centre Manager
· HDI Technical Support Professional
· HDI KCS Foundation (Knowledge Centered Support)


















