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TECHNICAL SUPPORT MANAGER 
Tel: +6012-3219259  
Email: keithkeekw@icloud.com  
LinkedIn: www.linkedin.com/in/keithkeekw

PROFILE 
Seasoned Technical Support Manager with extensive experience overseeing Helpdesk operations and leading cross-functional support teams, currently managing 2 team leads and 20 technical support agents. Skilled in developing structured processes, optimizing workflows, and ensuring high-quality technical assistance within established Service Level Agreements (SLAs). Demonstrated ability to cultivate team excellence through effective leadership, training, and performance management. Committed to operational efficiency, customer satisfaction, and the continuous enhancement of support standards and service delivery.

SKILLS 
Technical Support Leadership, Incident & Problem Management, Process Improvement & Optimization, Knowledge Base Management, Performance Monitoring & Reporting, Project Management, Application Support

TOOLS
Zendesk, Tray.AI, Microsoft Power Automate, Atlassian Confluence, Zabbix, Microsoft SQL Server

EXPERIENCE 
TECHNICAL SUPPORT & INCIDENT MANAGER
Extreme Reach, Kuala Lumpur, Sep 2023 → Present
· Lead a team of 20 technical support agents providing enterprise-level IT support to global clients, ensuring timely issue resolution and high customer satisfaction.
· Oversee daily operations, incident management, and escalation handling while maintaining Service Level Agreement (SLA) compliance and operational efficiency.
· Mentor, train, and coach team members to improve technical expertise, communication skills, and overall performance.
· Develop and maintain technical documentation, standard operating procedures (SOPs), and internal knowledge bases to streamline support processes.
· Collaborate with cross-functional teams (Engineering, Product, and QA) to identify recurring issues, enhance system reliability, and improve service delivery.
· Drive ad-hoc initiatives and process improvement projects aligned with the team’s strategic vision, promoting continuous improvement and operational excellence.

BROADCAST SYSTEM ENGINEER
MSA Focus International Ltd, Kelana Jaya, May 2022 → Sep 2023
· Designed, supported, and performed quality assurance for enterprise broadcast management software, ensuring optimal system performance and client satisfaction.
· Collaborated closely with clients and internal teams to manage projects from requirement gathering through implementation, including documentation, UAT planning, and test case validation.
· Acted as a key liaison between development and end users by managing customer feedback, addressing technical issues, and coordinating bug resolution.
· Delivered tailored training and consulting sessions to clients, enabling efficient adoption and effective utilization of company software solutions.

SYSTEM SUPPORT ADMINISTRATOR
Hytech Consulting Management, Kuala Lumpur, Dec 2021 → Apr 2022
· Provide technical and administrative support for trading platforms including MetaTrader 4, MetaTrader 5, PrimeXM, and OneZero.
· Monitor system performance, perform routine maintenance, and troubleshoot technical issues to ensure platform stability and uptime.
· Manage client onboarding processes by configuring platform access, setting up accounts, and ensuring smooth transition into production environments.
· Conduct risk analysis to identify potential operational or trading-related issues and maintain compliance standards.

TECHNICAL SUPPORT EXPERT
Adstream from Extreme Reach, Kuala Lumpur, Jun 2021 → Nov 2021
· Manage and resolve customer-reported technical issues through Zendesk, ensuring timely and effective case resolution within defined SLAs.
· Monitor automation workflows, server performance, and system health using tools such as Zabbix and internal monitoring platforms.
· Proactively detect and troubleshoot potential outages or performance degradations to minimize impact on business operations and client services.
· Collaborate with cross-functional teams to escalate and resolve complex incidents, ensuring root cause analysis and long-term stability.
· Maintain accurate documentation of issues, solutions, and preventive actions to enhance knowledge base and operational efficiency.

APPLICATION SUPPORT
MSA Focus International Ltd, Kelana Jaya, Jun 2016 → May 2021 & Apr 2011 → Dec 2011
· Provided comprehensive application support, system design, and quality assurance for the company’s proprietary software solutions.
· Managed customer feedback and efficiently resolved bug reports to enhance product stability and user satisfaction.
· Acted as a project associate, participating in the full software implementation lifecycle—from user requirement gathering, documentation, and test case preparation to UAT execution and deployment coordination.
· Collaborated with cross-functional teams to ensure timely delivery of project milestones and alignment with client requirements.
· Delivered product training, consulting, and post-implementation support to clients, ensuring optimal product utilization and knowledge transfer.
· Assisted in preparing technical documentation, specifications, and testing artifacts to support smooth product rollout and maintenance.

SENIOR APPLICATION RESPONSE ANALYST
Hitachi Data Systems, Bangsar, Jan 2012 → Jun 2014
· Ensured data integrity, consistency, and accuracy within the Customer Master Database using Oracle, supporting key business operations across multiple departments.
· Conducted in-depth analysis and prepared detailed management reports on Oracle and CRM system activities, progress, and issue tracking for team leads and senior management.
· Collaborated closely with the Sales Team to validate and generate accurate sales quotations, ensuring compliance with internal policies and pricing structures.
· Supported the Finance and Business Intelligence teams by maintaining reliable data, enabling the generation of accurate financial reports for strategic decision-making and sales performance tracking.
· Maintained strict adherence to data privacy and governance standards, ensuring all sensitive customer and company data were handled securely and in compliance with corporate policies.

SERVICE DESK ANALYST
Computer Science Corporation (CSC), Petaling Jaya, Jun 2010 → Dec 2010
· Delivered first-level technical support to CareFusion users through phone and email, resolving system and application-related issues efficiently.
· Diagnosed and troubleshooted hardware, software, and network issues to achieve high First Call Resolution (FCR) rates.
· Logged, tracked, and prioritized incidents and service requests using the IT Service Management (ITSM) system in accordance with ITIL standards.
· Escalated unresolved or critical issues to higher-level support teams while ensuring proper documentation and communication throughout the resolution process.
· Assisted end users with account management, access requests, and routine system maintenance tasks.
· Handled high-impact incidents, including major application or network outages, ensuring minimal disruption to business operations.
· Collaborated with cross-functional IT teams to identify recurring issues and implement preventive solutions to enhance service efficiency.

IT EXECUTIVE
Big Cinema Lotus Five, Petaling Jaya, Dec 2009 → May 2010
· Ensure smooth operation of IT infrastructure across all cinema locations, maintaining system uptime and optimal performance.
· Oversee day-to-day IT operations, including PC setup, software installation, system configuration, and user access management.
· Administer and maintain LAN/WAN networks, ensuring secure, stable, and efficient connectivity across all branches.
· Troubleshoot and resolve hardware, software, and network issues to minimize downtime and support business continuity.
· Provide technical support for Windows-based applications, desktop operating systems, and email systems (including Microsoft Outlook).
· Manage user requests and incidents via helpdesk support, ensuring timely resolution and adherence to SLA standards.
· Collaborate with vendors and third-party service providers to support IT projects, hardware replacements, and system upgrades.
· Maintain IT documentation, asset inventory, and system records for compliance and audit purposes.

TECHNICAL HELPDESK SPECIALIST
IBM Global Services, Cyberjaya, May 2008 → Nov 2009
· Provided first-level technical support for end users at Singapore International Airlines (SIA), addressing system and application-related issues via phone and email.
· Diagnosed, troubleshooted, and resolved user-reported incidents within agreed SLAs, ensuring minimal business disruption.
· Delivered clear technical guidance and step-by-step resolutions, improving user experience and issue resolution rates.
· Coordinated communication during critical outage situations, ensuring timely updates between end users, technical support teams, incident management, and senior leadership.
· Escalated complex issues to higher-level support teams while maintaining ownership and accountability for user satisfaction.
· Documented all incidents and resolutions accurately within the ITSM ticketing system, supporting trend analysis and knowledge base improvement.
· Contributed to incident management and service restoration efforts, maintaining high service quality and system uptime.

MANAGEMENT INFORMATION SYSTEM EXECUTIVE
Tan Chong Motor Assemblies, Kuala Lumpur, May 2005 → May 2008
· Oversaw the organization’s entire IT infrastructure, ensuring stability, performance, and security across all systems and networks.
· Led the deployment of key technology projects, including company-wide CCTV implementation, full network infrastructure overhaul, and maintenance of critical enterprise applications.
· Managed and maintained essential systems such as antivirus solutions, data backup platforms, and manufacturing automation software to ensure business continuity and compliance.
· Collaborated with internal departments and external vendors to identify process improvements, streamline IT operations, and support organizational objectives.
· Provided technical guidance and operational support to ensure optimal uptime and efficient resolution of system issues.
· Monitored and documented IT assets, configurations, and project progress to maintain transparency and accountability in all technology initiatives.

EDUCATION 
Bachelor’s Degree (HONS) in Computer Science, Coventry University

REFERENCE
Name: Thinesh Rajan
Tel: +6011-11950121
Relationship: Former subordinate at Extreme Reach
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