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PROFESSIONAL SUMMARY
Results-driven IT Systems Administrator and System Engineer with 6+ years of progressive experience delivering enterprise-grade system administration, IT service management (ITSM), and end-user support across multi-site and multi-branch environments. Demonstrated expertise in Microsoft Active Directory, Windows Server, Microsoft 365 / Exchange Online, Microsoft Intune (MDM), SCCM / ConfigMgr, VMware virtualisation, and LAN/WAN networking. Skilled in managing 24/7 service desk operations with a focus on SLA compliance, first-call resolution (FCR), and ITIL-aligned incident, problem, and change management practices. CCNA-certified professional with a transferable Iqama, currently based in Riyadh and available for immediate deployment.

CORE TECHNICAL COMPETENCIES

	Operating Systems
	Windows Server 2012/2016/2019/2022, Windows 10/11, Linux (basic)

	Active Directory & IAM
	AD DS, Group Policy (GPO), OU Management, RBAC, User & Group Administration

	Microsoft 365 / Azure
	Exchange Online, Outlook, Teams, SharePoint, OneDrive, Azure AD, Entra ID

	Endpoint Management
	Microsoft Intune (MDM/MAM), SCCM / ConfigMgr, Patch Management, Autopilot

	Virtualisation
	VMware ESXi, vSphere, vCenter, Hyper-V, Snapshots & VM Lifecycle

	Networking
	LAN/WAN, TCP/IP, DHCP, DNS, VPN, Cisco Switches/Routers, Wi-Fi, VLANs

	ITSM / ITIL
	Incident, Problem & Change Management, SLA Compliance, Service Desk Operations, ITIL v4 principles

	Remote Support Tools
	RDP, AnyDesk, VNC, UltraViewer, Ammy Admin, TeamViewer

	Security & Compliance
	Endpoint Protection, MFA, BitLocker, Security Baselines, Compliance Policies

	Physical / AV Systems
	CCTV (IP Cameras, DVR/NVR, NVR), Structured Cabling, PoE Switches, IP Telephony

	Automation & IoT
	KNX Lighting Control, Smart Home Integration, UCM Modules, IoT Device Management

	Hardware Support
	Desktops, Laptops, Printers, Scanners, POS Systems, Peripherals, UPS



PROFESSIONAL EXPERIENCE
IT Operations Administrator  |  ARAK, - Riyadh, KSA	Jan 2025 – Present

1. Designed, deployed, and configured end-to-end smart-home and enterprise IT infrastructure, encompassing Wi-Fi access points, PoE switches, IP telephony, and structured cabling.
1. Programmed and integrated KNX lighting-control systems, smart locks, intercoms, UCM gateway modules, and touchscreen control panels, delivering a fully automated building management solution.
1. Installed, configured, and maintained a multi-camera CCTV system (IP cameras, DVR/NVR, UPS, monitors, and storage), ensuring 24/7 physical security coverage.
1. Administered LAN/WAN networks and VPN tunnels; diagnosed and resolved Layer 2/3 connectivity issues to maintain 99%+ uptime.
1. Delivered remote technical support via AnyDesk, Ammy Admin, VNC, and UltraViewer; conducted user-facing walkthroughs when direct access was unavailable.
1. Executed software installations, OS updates, system rollbacks, and scheduled preventive-maintenance tasks to sustain system health and performance.
IT Systems Administrator  |  HIKAE IT Pvt Ltd — India	Jun 2021 – Aug 2024

1. Led a 24/7 Service Desk team supporting 42+ branch locations; managed full ticket lifecycle including logging, prioritisation, escalation, SLA monitoring, and resolution to achieve >95% first-call-resolution rate.
1. Administered Microsoft Active Directory (AD DS), Exchange Server, and Microsoft 365 — managing user accounts, distribution groups, shared mailboxes, permissions, and Group Policy Objects (GPOs).
1. Deployed, configured, and enforced MDM/MAM policies via Microsoft Intune and SCCM / ConfigMgr, ensuring enterprise-wide endpoint compliance and security baseline adherence.
1. Supported multi-site IT infrastructure including desktops, POS terminals, network printers, scanners, and CCTV systems across 42+ locations, minimising mean-time-to-repair (MTTR).
1. Maintained VMware ESXi / vSphere environments — provisioning VMs, managing snapshots, and ensuring high availability (HA) for production workloads.
1. Troubleshot LAN/WAN, DHCP, DNS, and domain-join issues, reducing recurring network incidents through root-cause analysis aligned with ITIL Problem Management.
1. Coordinated vendor relationships for hardware procurement, warranty claims, and on-site installation, managing end-to-end asset lifecycle.
1. Applied ITIL-aligned Incident and Change Management processes to reduce unplanned downtime and improve service continuity.
System Engineer (L1/L2 Support)  |  Kommineni Infotech Pvt Ltd — India	Apr 2019 – Apr 2021

1. Provided L1 and L2 technical support for desktops, laptops, printers, monitors, and peripherals, maintaining high CSAT scores through clear, empathetic communication.
1. Configured and maintained network printers and print servers; resolved spooler, driver, and connectivity issues to minimise print-related downtime.
1. Performed remote software installations, patch deployments, OS rollbacks, and system restores using VNC, AnyDesk, Ammy Admin, and Windows Remote Desktop (RDP).
1. Diagnosed and resolved DHCP, DNS, and Active Directory authentication issues, preventing domain-access outages and reducing escalations.
1. Followed ITIL-based ticketing workflows for consistent incident logging, categorisation, and resolution documentation.
1. Maintained a professional, customer-centric approach when handling technical concerns, contributing to improved end-user satisfaction metrics.

CERTIFICATIONS
Cisco Certified Network Associate (CCNA)  —  Cisco Systems
Diploma in Computer Applications (DCA)

EDUCATION
Bachelor of Commerce (B.Com)	Sri Venkateswara University, India  |  2019
