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CONTACT
2623 Setsetse Street
Emdeni Ext 2623
1868

nkosana.ndweni@hotmail.com
Cell No. 084 244 1732
Gender: Male
Availability: Immediately


PROFILE SUMMARY
I have 12 years of experience within the IT support industry, I work with technical staff as a stock controller, and IT consultant I work with my team to ensure we meet and exceed SLA targets set for us by the organization. With my previous experience as an Engineer Configuration analyst, I ensured we met SLA targets, engaged third party companies to perform outsourced duties, and updated all tickets and the databases of all the hardware are we offer to remote users.
LinkedIn:
https://www.linkedin.com/innkosanandweni/

EDUCATION BACKGROUND
IT End User Computing NQF Level
3  Year Obtained: 2011

ITIL Foundations V3(2018) (Pending Certificate)

ITIL Foundations V4(2020) (Pending Certificate)

Successfully Completed the Microsoft Official Course: Windows 7 Enterprise Desktop Support Technician
Year Obtained: 2020

Certificate for attending: Windows 7 Enterprise Desktop Support Technician
Year Obtained: 2020

Certificate of Completion Customer Service Serving Internal Customers
Year Obtained: 2020

Certificate of Completion ITIL Foundation 4 First Look
Year Obtained: 2020

Certificate of Completion Learning ITIL
Year Obtained: 2020

Certificate of Completion on Putting ITIL Into Practice Applying ITIL 4 Foundation Concepts
Year Obtained: 2007

National Senior Certificate
Year Obtained: 2007

PROFESSIONAL SKILLS
· Communication Skills: Verbal & Non-Verbal
· Strong Problem-Solving Skills
· Interpersonal Skills
· Time Management
· ITIL Framework
· Versioning and Baseline Management
· Documentation Management
· Scripting and Automation
· Quality Assurance and Testing
· Change Control Processes
· Configuration Management Tools
· Compliance and Auditing
· Windows
· Desktop Support: Software & Hardware
· Asset Management
· Active Directory
	
	
WORK EXPERIENCE
Configuration Analyst & IT Assets Management – Dimension Data (MEA ITS) - Client Based: Afrocentric Technologies
April 2021 - October 2023
· Management of all purchasing and end to end stock management activities including asset recording and tracking.
· Handling of queries relating to hardware asset details
· Verify supplier invoices against purchase orders.
· Ensure assets are accounted for (including those assets that are unassigned) and components are accurately reflected in Service Now.
· Assist in the establishment and embedding of global hardware asset management processes across all regions.
· Ad hoc Project work as dictated by Line Management.
· Support the Hardware Asset Team Manager in all aspects of service delivery.
· Aim for 100% customer satisfaction and client focus, create a performance culture throughout the team. 
· Manage individual incidents and requests according to defined SLAs –aim for 100% adherence to REQ Best Practice guidelines.
· Assist with Risk assessments and Change feedback requirements.
· Provide users with Asset reports as requested.
· Ensure that amendments to all CI’s are recorded accurately.
· Ensure that changes to CI’s and its attributes are managed and maintained following the Change process.
· Reconcile and verify CMDB info against discovery tools and manually provided asset information.
· Participate in the onboarding process during new transitions (client take-on), ensuring smooth integration by providing technical support, addressing any issues, and facilitating communication between teams. Run with short to medium term projects.
· Run with short to medium term in system integration initiatives.
· Extract and compile monthly reports as defined and agreed with the client.
· Report all movements identified through audited variance reports and failure in process.
· Participate in both internal and external audits.
· Innovate and continuous recommendation for improvements within the Hardware asset management process.
· Adhere to the applicable set of agreed Service Levels.
· Propose scope, items to be recorded, plans and procedures.
· Supports the creation and implementation of DD CS plans and principles.
· Ensures compliance with identification standards for object types, environments, processes, lifecycles, documentation, versions, formats, baselines, releases, and templates.





L2 Support Engineer – Dimension Data (MEA ITS)
March 2016 - August 2020
Desktop Support Engineer
· Configure antivirus software to fully protect IT environment.
· Monitor the performance of the computer systems and address issues as they arise.
· Provide technical support for software reconfigurations to aid in function customization.
· Test software performance throughout the desktop network to ensure peak performance.
· Install computer hardware and software on desktops to keep versions current.
· Initiate and complete Microsoft Windows server operating system updates.
· Network with LAN/WAN and active directory for continuous company connection.
· Office 365 support.
· Apple Support for our execs.
· Server R12 support.
· Mimecast support.
IT Config Center support
· Responsible for the maintenance and repair of routers, switches, and backup systems integral to network functionality.
· Assisted in firewall maintenance throughout the network environment to maintain a secure system.
· Served as the Microsoft Windows desktop operating system resource person to quickly address complex user issues.
· Performed configuration testing of antivirus software in a networked environment.
· Completed password changes and supplied active directory support.
· Installed both computer hardware and software.
· Answered new hire questions regarding Microsoft Office.
· Provide remote support.
· Train staff on a new employee computer access protocol.
· Provided technical assistance to internal customers.
· Used remote access to perform troubleshooting when needed.
· Walked customers through step-by-step process for troubleshooting hardware issues. 
· Assisted customers with anti-virus program installations and virus removals.
· Used good problem-solving skills for troubleshooting problems.
· Used great customer-service skills.
· Issue out booked Laptops to new users and upgrades for existing staff.
· Keep a logbook and consolidate all the regions reports.
· Perform weekly stock take.

End User Support Engineer – Britehouse
March 2012 - February 2016
· First point of contact for all support queries.
· Provision of telephone, desk side, AV, and remote support.
· Call handling and updating from first touch to resolution.
· Ensure all service requests and incidents are successfully and accurately recorded and managed in the Service Desk’s incident management system.
· Closure of incidents and service requests resolved by other ICT resolver group, confirm closure details and acceptance with customers.
· Monitor and escalate incidents and services requests that cannot be resolved at first or second line.
· Daily boardroom checks.
· Deliver first-and second-line support for Britehouse ICT applications and services (effectively and in accordance with agreed service level, standards, and processes).
· Escalate issues, which are beyond the jobholder’s technical capability or resource capacity in an effective manner to optimize the quality of service provided to the Desk-side Applications and Support Lead.
· Troubleshooting network connectivity in a LAN/WAN environment

COMPUTER LITERACY
· Microsoft Excel
· Microsoft Word
· Microsoft PowerPoint
· Microsoft Outlook
· Internet and Email

REFERENCES
Name and Surname: Claudia Sefatsa (Head of People)
Contacts: 082 492 3901| laice.ing@gmail.com

Name and Surname: Lebo Thamene (Team Leader)
Contacts: 071 871 7609| Relebohilethamene@gmail.com

Name and Surname: Liam Patel (Team Leader - IT Assets)
Contacts: 060 526 6563

Name and Surname: Barbara Pretorius (IT Asset Manager)
Contacts: 082 788 6599| barbarapr1965@gmail.com




