Curriculum Vitae of Refiloe Mokwena

Personal Information
· Name: 		Refiloe Mokwena
· Contact: 	068 236 0527 [Email: refiloe.caroline04@gmail.com
· Location: 	Pretoria, South Africa
· Gender: 	Female
· Citizenship: 	South Africa
· Disability: 	Partially sighted (Living with albinism)
· Marital status: 	Single
· Criminal Record: None


Professional Experience

IT Support Administrator
Mineworkers Provident Fund | 06/2024 – Present (Contract)
· Reloading machines
· Set up new user accounts, configure email, and install necessary hardware and software.
· Manage IT assets, maintain inventory, and oversee procurement for both consultants and permanent staff.
· Collaborate with IT teams to resolve complex issues, providing support via phone, email, and chat.
· Monitor system performance and assist with software updates and security patches.
· Test and implement new versions of applications and systems.
·  Required to perform periodic telephonic duty on the technical service desk, providing second line telephonic support to customers.
· Maintaining and implementing ICT security measures
· Conduct cyber security training for staff and provide user training on IT systems and best practices.
· Provide support for boardroom VC setups and recording arrangements.
· Build Windows 10 and 11 installations.
· Regular system integrity checks
· Supporting end users' access to servers and basic troubleshooting.
· Administer Active Directory.
· Onsite and remote user support for Clients
· Manage SMB Secure for Email Encryption and BitLocker.
· Investigate and resolve application and contractual errors and queries within the SLA time
· Respond to escalated client requests and support client applications to a first line resolution. 

IT Client Services Analyst
Arup, Johannesburg, South Africa | 06/2022 - 08/2023
· Troubleshot hardware breakdowns via phone and in person for more complex issues.
· Managed hardware equipment inventory, including allocation, receipt, and storage.
· Ensured accurate completion of client requests, adhering to service level agreements.
· Investigated and documented the nature of faults/issues, identifying potential points of failure.
· Designed systems and prepared related documentation.
· Processed support calls using Arup's Service Desk, logging tickets and maintaining records.
· Conducted system maintenance and troubleshooting.
· Supported printer maintenance and MS Windows 10 system configurations.
· Updating and maintaining of Software license and Hardware inventories
· Administered Active Directory, including user and computer account management.
· Provided technical support with clear, step-by-step instructions to guide clients.
· Ensure availability of LAN, WAN, WIFI, WWAN (3G) and APN for remote access on laptops, IPADs, cellular devices
· Installed and configured application software as requested, testing before release.
· Ensure uptime of network, internet, mail connectivity, end user logon access and reliability of equipment used.
· Own larger portions of an installation, break/fix incidents at a low to medium level of complexity. 
· Maintained a high standard of service and met all service-level agreements.

IT Support Analyst, Back Office
Transaction Junction, Cape Town, South Africa | 11/2015 - 05/2022
· Resolved escalated issues through root cause analysis and clear reporting.
· Logged internal and external calls on JIRA and the Help Desk to ensure SLA compliance.
· Escalate complex problems to the relevant third parties, compile and maintain project administration. 
· Managed software patching and system updates.
· Installed POS systems, including card machines and terminals.
· Supported back-office operations, ensuring timely and efficient processing of transactions.
· Generated reports through SSRS and executed SQL queries for transaction checks.
· Performed regular system maintenance and troubleshooting of database-related issues.
· Ensured the security of IT/IS environments in line with corporate policies.
· Collaborated with development teams for User Acceptance Testing (UAT).
· Provided after-hours support and standby services.

Document Controller
GEA Ai cooled Systems (Pty Ltd), Germiston | 02/2013 - 10/2015
· Managed data capturing, filing, scanning, and document editing.
· Updated and reviewed technical documents, including manuals and workflows.
· Provided administrative support, including client correspondence and document control services.
· Supported project teams by tracking and distributing project-related documentation.
· Assisted with vendor management and contract negotiations.
· Maintained accurate project reports and internal communications.

Projects
· Back Office - UAT (User Acceptance Testing): This is the final stage of software development, where end users test the application to ensure it meets their needs and is ready for full deployment. The process involves validating that the software functions as expected in real-world conditions and aligns with business objectives. This test focused on Back Office, Real-time, and Postillion Office transactions within the Banking and Retail sectors (Fintech).
· Medupi Power Station – Document Control / Function Area - Equipment and Environment: This involves planning and delivering materials on-site in a timely manner, ensuring the safety of the environment where the equipment will be installed. It also ensures that all necessary drawings and paperwork are completed on schedule, and that the work environment is safe and non-harmful to engineers.
· Two-Port System: Role of the Two-Port System in Information Technology system and technical support:
· Communication: Facilitates data transmission and receipt between devices.
· Connectivity: Enables interconnections between different systems and networks.
· Efficiency: Improves resource allocation, balancing loads, and redundancy.
· Security: Offers pathways to separate sensitive and general traffic, increasing network security.
· Scalability: Supports the ability to expand network infrastructure or system capabilities.
· Reliability: Provides failover and redundancy, ensuring minimal service disruption.
· Technical and system support: 
· Loading of new profiles for 48 consultants.
· Installing software for the best processed claims
· Malware and security check-ups
· Ramil encryptions and SMDB BitLocker safety
· Installation of Wi-Fi to different mines\Site 
Core Skills
· Advanced Computer Skills including MS Word, MS Excel, MS Outlook
· Service Desk Methodology
· Basic project administration and documentation experience
· IT Operations Frameworks (e.g., ITIL)
· Team Management & Steering for SLA and KPIs
· Prioritization & Time Management
· Strong Reporting & Analytical Skills
· Application Issue Diagnosis
· Excellent Interpersonal & Relationship management Skills
· Technical and system support skills
· Customer-Oriented Service Delivery skills
· Agile Methodology & Proactive approach to solving problems
· IT Support & Troubleshooting Expertise

Education & Certifications
· Grade 12 (Matric) 2010
· NQF Level 5 in IT System Development 
DVG Media Trainings, Johannesburg | Apr 2012
· NQF Level 5 in System Support: ITC/Information Technology (CompTIA A+)
Transcend, Johannesburg | 2023
· Higher Certificate in Marketing & Communication Studies
IQ Academy, Pretoria | 2018
· NQF Level 4 in Technical Support: ICT/Information Technology (CompTIA M+)
Bytes Technologies, Johannesburg | 2017

Languages
· English (Fluent)
· Sepedi (Fluent)
· iSiZulu (Intermediate)
· iSiXhosa (Intermediate)
· TshiVenda (Intermediate)
· Sesotho (Intermediate)

Interests
· Research

References
Available upon request.

