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	Profile
	Multifaceted technical professional who facilitates business and technical initiatives. Proficient in various Information Technology mediums, reporting, software and hardware troubleshooting, and project management. Business strengths include: troubleshooting, call management, VPN access, and problem tracking. Well versed in interpreting and diagnosing technical problems in a prompt manner. 


	
	

	Experience
	National Health Insurance Company, Technology Support Analyst
	May 2007 - Present  

	
	· Manage resolution of inbound level 1 and level 2 technical issues over the phone promptly, professionally and efficiently in a Call Center environment. 

· Diagnose hardware, software, printing and network connectivity issues, including LAN, WAN, dial-up and VPN access in a Windows XP environment.
· Troubleshoot corporate applications with the use of scripted Knowledge Base Service Ware and assign issues to the appropriate support group utilizing HP Service Desk. 
· Create technical documentation for publication in the Knowledge Base.

· Provide and Monitor all open issues to ensure business expectations are met. 

· Utilize remote assistance tools to streamline troubleshooting process. 

	
	FM Global, Help Desk Desktop Analyst
	August 2002 - April 2007

	
	· Supported an end-user base of over 2000 corporate employees. 
· Diagnosed hardware issues including: modems, Ethernet cards, HP Printers, HP , Compact and Dell notebooks and desktops.

· Installed PDA software over the phone or utilizing Windows XP Remote assistance.
· Utilized Heat call management call tracking software to log calls. Queried knowledge base for in-depth solutions.

· Supported multiple operating systems including: Windows 95, 98, NT4, 2000 and Windows XP and XP Office Suite.
· Interfaced with various levels of users ranging from computer novice to IT directors. Professionally related to the users on their level of computer proficiency.


	
	Datel Inc., Senior Help Desk Desktop Technician
	June 1999 - June 2002

	
	· Resolved users’ problems over the phone, utilizing SMS Remote Control Software, as well as provided deskside troubleshooting. 
· Configured Windows NT, 95, 98 and 2000 network connections.

· Configured various ODBC connections for a variety of applications and DSN configurations.

· Utilized Ghost 7.0 when assisting the hardware technician on workstation setups.

· Special Projects: Participated in Y2K preparation. Assisted network administrators with Novell to NT Server transition for file and print servers.



	
	Ocean Spray Cranberries, Desktop Technician
	June 1998 - April 1999

	
	· Supported issues with 500 users for Windows 95, Microsoft Office Suite 97.
· Expertly utilized Remedy Helpdesk Database Software for problem tracking and querying.

· Resolved users’ problems over the phone, utilizing Tivoli Remote Control and provided deskside troubleshooting.

· Special Projects: Participated in SAP Software launch. Participated in the Novell GroupWise 5.2 E-Mailing System Migration. Responsible for Novell GroupWise 5.2 E-Mailing  System Migration laptop configurations.


	
	CVS Distribution, Inventory Specialist
	September 1991 - May 1998

	
	· Supervised the wall-to-wall inventory each year.

· Produced various procedural manuals for the department on custom software utilized for material management segment.
· Responsible for all aspects of data downloads and documentation as part of the PC support group.

· Updated and developed new DBASEIV programs/reports.

· Created ad-hoc reports using the R&R Report Writing Software.



	
	Lockheed Window Corp., Inventory Supervisor
	1988 – 1991

	
	· Supervised all of the functions performed by the receivers, shipping/traffic department.


	
	Edgcomb Metals Company, Inventory Control
	1973- 1986

	
	· Supervised a computerized order entry, billing, and inventory control system.



	Education
	Johnson and Wales University, Providence, Rhode Island
	

	
	Bachelor of Science in Information Science, 2006
Concentration: Networking
Cumulative G.P.A:  3.80 + Summa cum laude
A+ Certified Professional

	Computer Knowledge
	Advanced Outlook knowledge, proficient with Windows XP Pro ,  MS Office 2003 ,  totally proficient in network printer setup configurations and repairing and diagnosing printer problems. Strong laptop and desktop problem/resolutions proficiency.
	


	
	
	

	Personal
	· Pursuing Network Plus Certification
· Proven self-starter and problem solver


	· Hobbies: Reading, Golfing, Hiking, Fishing
· Posses strong customer service and interpersonal skills

	
	· 
	· 


