JEANETTE THOMPSON
16015 Chimney Rock Rd, Missouri City, TX 77489.   Phone: 281-835-8024    js56thom@yahoo.com 
Summary
Help Desk Certified professional with experience providing technical support for more than 10,000 users in an enterprise environment, supervised team of 24 first tier analysts, taking calls for seven different companies, with 80% first call resolution.  Strong abilities in areas of complaint handling and resolution, customer satisfaction enhancement, process improvement, knowledge base and front end supervision.

Professional Experience
· Recognized areas of improvement for help desk analysts to better serve our customers exceeded most contractual agreements and improved tremendously in a twelve month period by focusing on training processes, procedures and overall workforce management.
· Served on migration and implementation projects, such as Lotus Notes to Outlook migration, Active Directory, and Virtual Private Network (VPN) upgrades.  Created knowledge articles and trained analysts concerning new implementations and migrations. 
· Administered access to multiple systems for all help desk analysts.   Worked with the application security administrators to create a help desk role for the helpdesk, identifying more than 30 applications accessed by the team, on Web based, LAN/WAN, and Mainframe platforms.
· Identified a major problem of synchronization between Windows and Novell in the password reset process.  This problem hindered remote users.  Created temporary work process until network team and vendor provided a permanent solution. 
· Increased customer satisfaction rates from 3.0 to 4.5, by monitoring calls, reviewing incident recorded in Remedy and Service Now, updating documentation, keeping the analysts informed of new and changing procedures.
· Facilitated training of Service-Now Incident Management to all IT technical support teams.  Assisted support teams as they transitioned their processes from Remedy Request System to Service Catalog Requests.
· Created LAN and mainframe ID and email accounts.  Administered user access for requested applications, using ACF.
· Liaise of the security department, diagnosed problems and provided solutions to satisfy other departments and adhere to security standards.
· Supervised and trained new operators in the daily processes of computer operations and tape librarians.  Ran production JCL, and CA1 scheduling for job related data management projects.  Performed data transmissions from LAN to mainframe files.
· Performed general systems analysis for 4 different tape management systems.  Managed the inventory of the onsite and offsite tape vaults.

EMPLOYMENT HISTORY
Help Desk – Team Lead, American General Life LLC – Houston, Texas, 				2001 to 2011		
Help Desk technical Analyst, Variable Annuity Insurance Company – Houston, Texas,                                  1994 to 2000	                       
Network Analyst, , Variable Annuity Insurance Company – Houston, Texas,                                                  1992 to 1993
Other Relevant Experience
Production Control Analyst, Variable Annuity Insurance Company – Houston, Texas  
Security Administrator, ENRON/EDS – Houston, Texas 				
Sr. Systems Engineer Librarian, ENRON/EDS – Houston, Texas         

TECHNICAL SKILLS 	
Windows NT, 98, 2000, XP, 2003, 2007
Microsoft Office Applications: Access, Excel, Outlook, Power Point, Word,
Active Directory, Avaya CentreView, AWD, Blade, Citrix, CCIV, Dameware, HP Openview, iManager, Idenity Management, Internet Explorer, Lotus Notes, Netcool, Novell, Novell Console One, NW Admin, Peregrine Service Center, Remedy, SAP, 
SOAR, Service-Now, Telnet, User Manager, VMWare ,VPN 7x
CICS, Extra, IBM 3290, 3279 Emulator, IMS  
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