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QUALIFICATIONS: 

Typing 65 wpm, Operating System experience includes installing, configuring and troubleshooting Windows NT 4.0, Windows 2000, Windows 2003 Server, Windows Server 2008 platforms, Microsoft XP, Windows Vista and Windows 7 within a LAN\WAN & Wireless LAN networked TCP/IP environment.   Advanced technical skills include racking and cabling, KVM/IP and network infrastructure.  Installation, configuration and management of the following: Active Directory Infrastructure & Group Policy Modeling. User account creation and file security permissions.  DNS, WINS, DHCP, Routing & Remote Access, Terminal Services, WSUS Server 3.1, Network Access Storage (NAS) installation and configuration.  ISA Server 2000/2004, Wireless Application Protocols (WAP) installation and configuration.   Advanced back office skills including installation and configuration of MS Office 2003, 2007, 2010 and Exchange 5.5/2003.  Experience includes: Installing, configuring, upgrading and troubleshooting Mobile Devices (Droid, Windows Mobile and BlackBerry) and proficient using Remedy.
EXPERIENCE:


Volt Technical Services (Microsoft Corporation)
BPOS Tier II V- Technician


6/5/2010 – 11/30/2010
Responsible for answering and troubleshooting all support calls from both BPOS (Business Productivity Online Suite) internal/external Tier I and Tier II technicians and external customers (DAP’s, TAM’s, and Partners) pertaining to Microsoft’s Business Productivity Online Suite’s Software/Hardware, internet and networking services.  Duties included but not limited to:  Migrating to or from an Exchange Online mailbox or Exchange server, moving data, migration between versions of Exchange Online, moving mailboxes, as well as help migrating from Lotus Notes, GroupWise and other 3rd party tools. Migrated SharePoint server installations to SharePoint Online Services, assisted with SharePoint Servers and moving SharePoint Data during migration.   Software analyzed and supported consisted of the following:  Microsoft Office Online (2003/2007 and 2010), SharePoint Online, Office Live Meeting, Office Communications Online, Exchange Online, GroupWise, Lotus Notes and Microsoft’s Power Shell.  Hardware analyzed and supported consisted of the following:   Windows XP, Windows Vista, Windows 7, Windows Server 2003/2008, Macintosh, Microsoft Mobile, Droid and Blackberry Mobile devices.
Hewlett Packard (Microsoft Corporation)

 Sr. Hardware/Software Lab Analyst

 2/15/2008-4/10/2009
Generated daily/weekly detailed reports for management and collaborated directly with other internal teams regarding testing actions taken in the Hardware/Software Test Lab to find system problems and driver related issues within Windows Server 2003 SP2, Windows Server 2008, Windows XP, Windows Vista SP1/SP2 and Windows 7.  Created white papers and other documentation relating to test projects on update solutions.  Lab consisted of a mix of Desktops 50+, Laptops 50+ and Servers from different Manufactures’ (Hewlett Packard, Dell, Toshiba and Lenovo).  Duties included maintaining all lab equipment, installing, configuring, filing bugs and troubleshooting 3rd party device drivers for compliance with Microsoft standards before the final release of the product to the public. Daily management and hardware support of test and infrastructure servers, managing/monitoring infrastructure health, moving and maintaining test and infrastructure servers in all labs for optimal performance, racking and cabling all resources to lab specifications when required, maintain and configure KVM/IP infrastructure via DSView, Server deployment/recovery through WDS.  
TAC Worldwide (Microsoft Corporation)
 
Sr. Hardware/Software Lab Analyst

 9/24/2007-2/15/2008
Generated daily/weekly detailed reports for management and collaborated directly with other internal teams regarding testing actions taken in the Hardware/Software Test Lab to find system problems and driver related issues within Windows Server 2003 SP2, Windows Server 2008, Windows XP, Windows Vista SP1/SP2 and Windows 7.  Created white papers and other documentation relating to test projects on update solutions.  Lab consisted of a mix of Desktops 50+, Laptops 50+ and Servers from different Manufactures’ (Hewlett Packard, Dell, Toshiba and Lenovo).  Duties included maintaining all lab equipment, installing, configuring, filing bugs and troubleshooting 3rd party device drivers for compliance with Microsoft standards before the final release of the product to the public. Daily management and hardware support of test and infrastructure servers, managing/monitoring infrastructure health, moving and maintaining test and infrastructure servers in all labs for optimal performance, racking and cabling all resources to lab specifications when required, maintain and configure KVM/IP infrastructure via DSView, Server deployment/recovery through WDS.
Volt Technical Services (Microsoft Corporation)
Sr. Support Specialist


 
7/24/2006-03/24/2007

Duties included monitoring servers (Certificate and Anti-Virus systems) for bugs, duplicate files and other errors relating to the Codesign™ AOC and ROQ Scanning systems.  Responsible for creating daily reports for management concerning the operation and consistency of the AOC Codesign™ and ROQ Scan systems uptime and functionality.  Proficient using Remote Desktop Client, SQL, Microsoft Service Enterprise (MSE) and Microsoft Office Communicator for customer requests, escalations and resolutions.  
Tommy Bahama (Viewpoint International) 

Sr. POS Help Desk Technician 


 9/2002 – 7/10/2003
Responsible for answering all support calls pertaining to R.T.I.’s (Retail Technologies International) Point of Sale software / hardware problems.  Created Tommy Bahama's Service Level Agreement, and maintained an average of 99% dependability and consistency. Generated detailed weekly reports concerning IT support issues, response times, and resolution estimates for IT Staff and Management. Maintained miscellaneous inventory and computer equipment for Corporate Office and Retail Stores (Nation Wide), updated technical issues database, configured, installed, and upgraded all Point of Sale desktops, servers and network printers via onsite and remote access. Also responsible for Customer Care follow-ups with internal clients.
Intel Online Services (IOS)

 
IT System Support Manager


12/1998 – 5/2001


Duties included but were not limited to, creating Intel Online Service Level Agreement, and maintaining an average of 99% dependability and consistency. Generated detailed reports for upper management based on actions taken to resolve computer related hardware and software issues. Assisted direct reports with developmental as well as the timely creation of their annual reviews and management incentive plans. Primary liaison for inter-departmental equipment purchases, technical support and various other technical needs.  Development of the annual service and support operating plan (budget) and the effective management of the plan once accepted. Project Mgr. for all hardware and software upgrades (Created and instituted upgrade plan for 200+ PC’s to Windows 2000 Professional and Office 2000 from Windows and Office 98). Implemented and edited a weekly newsletter concerning software/hardware upgrades, virus protection / removal and general technical information. Also responsible for Customer Care follow-ups with internal clients.
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EDUCATION:

Bellevue Community College

Windows MCSE 2003



10/2005 – 4/2006
Classes consisted of the following:

· 70-270 Installing, Configuring & Administering Windows XP Professional

· 70-284 Implementing and Managing Exchange Server 2003

· 70-290 Managing & Maintaining a Windows Server 2003 Network Environment

· 70-291 Implementing, Managing and Maintaining a Windows 2003 Network

· 70-293 Planning and Maintaining a Windows 2003 Network Infrastructure

· 70-294 Planning, Implementing and Maintaining a Windows 2003 Active Directory Infrastructure

· 70-298 Designing Security for a Windows 2003 Server Network

Global Network Technology 

Windows 2000 MCSE



08 /2002 – 1/2003
Classes consisted of the following: 

· MOC #2152 Implementing Microsoft Windows 2000 Professional & Server

· MOC #2154 Administering Microsoft Windows 2000 Directory Services

· MOC # 2153 Implementing a Microsoft Widows 2000 Network Infrastructure

· MOC# 2126 Managing a Microsoft Windows 2000 Network Environment

· MOC#1572 Implementing and Managing Microsoft Exchange 2000

· MOC# 2159 Deploying and Managing a Microsoft ISA Server 2000

· MOC# 1561 Designing Microsoft 2000 Directory Services Infrastructure
Intel University



Various NT 4.0 / TCP/IP classes

1/1999 thru 2/2000

Attended the following Courses while employed for Intel Online Services:

· Administering Microsoft Windows NT 4.0

· Supporting MS Windows NT 4.0 Core Technologies

· Microsoft Windows NT 4.0 In the Enterprise

· Administration for MS SQL Server 6.5

· Internet Protocols TCP/IP
Delta Jr. College




New Orleans, LA.



Associates in Computer Science

02/1988 – 5/1990
Completed a two-year associate degree in Computer Science.  
