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SUMMARY
An awarded IT professional with six years of frontline to management experience with military and telecommunication companies.


EXPERIENCE

Technical 
· Outstanding troubleshooting skills, provided support for entire US and Canada.
· First Technician to successfully configure proprietary software (Simplant) to run in a Windows 7 environment.
· Given the responsibility of being the Floating License Application Specialists.
· Maintained a remote assistance satisfaction rating of 95%
· Only 2% of total technical support call escalated to level 2.


Customer Service			
· Coordinated and conducted in-house trainings for doctors and PHD level professionals. 
· Managed the HR function in the areas of staffing and training.
· Built a teamwork environment that encouraged hard work and collaboration.
· Recognized for achieving best call quality and customer service excellence.
Military
· Given a government Secret security clearance to work with or around classified national documents and resources.
· Provided security for facilities and convoy transport of resources.

WORK HISTORY

Help Desk Tier l & ll l Customer Support			2009-2011
Materialise Dental, Glen Burnie, Maryland
Providing technical assistance via email, telephone, or web meeting (gotoassist.com, Logmein.com) to referring dentists and clinicians. Diagnosing hardware/software faults. Uploading Simplant cases via internet or ftp site. Installation, setup, and training of Simplant software. Perform beta testing on new software package releases. Documenting and reporting software related issues. Proficient with various remote access desktop support programs such as goto meeting, goto assist, log me in. Installation and upgrades to Windows 7 operating system on various proprietary systems (HP, Dell etc…). 
Configuration of proprietary software in a Windows 7 environment. Mobile device configuration and support (Blackberry, Windows Phone, Android)

Recurring Analyst	2008–2009
Mid Atlantic Healthcare, Beltsville, Maryland
Processing of patients monthly recurring order via MestaMed system. Received incoming and making outgoing inquisitions as to the status of supplies. Insurance Verification. Coordination of shipping process. Registration and intake verification of new patients. Acted as a liaison between the Respiratory Therapist and patients

Centralized Scheduling/Lab Technician	2007-2008
Metropolitan Gastroenterology Group, Bowie, Maryland
Screening and coordination of patients. Act as a liaison between the patients and physicians. Research and verification for insurance purposes. Scheduling and preparation of patients for surgical procedures. Performed mass software audits. 

Administrative Services/Facilities maintenance	2002-2006
Bon Secours Health System Inc., Marriottsville, Maryland
Performed routine office or clerical support tasks. Set up, installation and troubleshooting of computers. Sorting and distribution of incoming and outbound mail. Routine customer service and switchboard operation. Set up, adjustment and maintenance of audio visual equipment. Maintaining operating conditions of the building and BS Campus.

Assistant Manager	2001-2002
AutoZone Inc., Laurel, Maryland
Supervised store staff and oversee daily store functions. Ensured store stock was accurate with WITTRJR records. Provided accountability for any overages or shortages. Provided assistance to incoming customers via WITTRJR systems. Counter and telephone sales.

Account Supervisor	1998-2001
Telespectrum Worldwide inc., Linthicum, Maryland
Supervised a high volume inbound/outbound account. Maintained an account wide customer satisfaction rating of 96%. Developed a monthly progress tracking system for marketing reps. Developed and implemented a monthly performance incentive program. Boosted customer satisfaction from 65% to 95% monthly. 

AWARDS & ACCOMPLISMENTS

Employee of the Month Award - 2007, 2005, 2001, 2000





	


SOFTWARE

Windows XP, Vista
Windows 7
Adobe
MS Office Suite
Log Me In
Goto Meeting
Goto Assist
Oracle
Outlook
FTP


Certifications
A+

Currently in training for:

Net +
Security +

Security Certified Network Specialist(SCNS)

Security Certified Network Professional(SCNP)






