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Douglas B. Defino

E-mail: dbd119@hotmail.com

20 Oakland Ave Unit 4-a • Danbury, CT 06810 • home (203) 778-1170 Cell Phone 203-496-7960



SUMMARY

A hands-on detailed oriented individual with good analytical, technical, problem solving and team-building skills.  Organized, self-starter, detail oriented, with excellent communication abilities. Fifteen years experience in the area of Information Technology.  Able to evaluate and organize information to provide recommendations and solutions to problems and inquires.  Experienced in taking a project from conceptualization to completion.  Ability to manage multiple tasks in a pressured environment. Hard working, goal-oriented, energetic, dedicated to exceeding employer expectations. 
Technical Skills

         Hardware                                                            Software

	· PC’s
	· Windows 95/98, ME,
	· Symantec PCanywhere

	· Printers  
	· Windows NT/2000/XP
	· SAP R3

	· Fax machines
	· Microsoft Office 97/2000/XP/2003/2007
	· Lotus notes R4 and R5

	· Telephone Systems
	· Microsoft Front Page Web Design
	· Citrix

	· A+ Hardware
	· Symantec Ghost
	· Power Quest Disk Image

	· Microsoft Certified Desktop Support Technician
	· Tivoli Service Desk
	· Diplomat Problem Tracking

	
	· Peregrine Service Center
	


PROFESSIONAL EXPERIENCE

Self Employed contractor with JagR Communications/Nestle Waters                                                      11/2008-present

· Managed Windows account’s using Active directory and ITIM
· Support Operating system migration project.

· Provide level  2 and 3 customer support ,  problem determination and resolution for over 8,000 end users

· Supported VPN and Dial-up connectivity. 
· Using Peregrine Service Center ticketing systems to log and track calls.

· Application support including Microsoft Windows  2000 and Vista operating systems.

· Educated the end user to help them understand the software and hardware applications. 

· Researched and gathered information to provide daily and monthly reports. 

· Installed applications.

Nestle Waters, Greenwich CT:                                                                                                                      1/2003- 10/2008
Account administrator                                                                                                                                     3/2008- 10/2008
· Created Scripts to assist in creating Windows NT Accounts.

· Modified and deleted SAP, Windows Accounts accounts using scripts
· Managed Windows account’s using Active directory.

· Created users network accounts using scripts.

· Created user network share drives.

· Created  network Share drives.

· Grant and remove network access to shared drives using Microsoft Active Directory

· Created and modified RMS accounts using various tools.

· Create new Outlook global distribution lists.

Computer Helpdesk Analyst                                                                                                                            2/2003-2/2008
· Reset users SAP,  Windows, and RMS accounts

· Worked Unix to clear and reset print queues.

· Add printers in Unix for RMS users.

· Supported Thin client machines used by the Route drivers

· Supported various handheld device issues

· Worked and supported DEC 90TL servers and LAT based printers. 

· Support Operating system migration project.

· Provide level  2 and 3 customer support ,  problem determination and resolution for over 8,000 end users

· Supported VPN and Dial-up connectivity. 
· Using Peregrine and Expert Advisor ticketing systems to log and track calls.

· Application support including Microsoft Windows 95, 98 and 2000 operating systems.

· Design and maintain internal websites.

· Educated the end user to help them understand the software and hardware applications. 

· Researched and gathered information to provide daily and monthly reports. 

IBM Corporation Various Accounts:
1997 – 2002
Starwood Hotels and Resorts CORPORATE HEADQUARTERS, White Plains, NY                               2001-2002         
Starwood Hotels and Resorts Helpdesk, East Fishkill, NY                                                                     2000-2001
Volvo HELPDESK, Southbury .CT and East Fishkill, NY                                                                                1997-2000   
IT Specialist/Helpdesk Analyst/Queue Manager/Desktop support analyst
· Initiated an inventory tracking system that identified $50,000 in excess equipment and improved revenue tracking by $18,000 a year. 

· Built Lotus notes databases, for use by Helpdesk agents that resulted in lowering 1st call resolution by 30%.
· Proactively managed network printers using HP JetAdmin utility, to increase productivity by 30% by keeping toner level current which help save company over $60,000 a year.
· Built and updated Lotus notes databases for inventory tracking.

· Managed Asset and Inventory totaling over 1 million dollars.

· Researched and gathered information to provide monthly asset reports.

· Managed Tivoli ticketing tracking system for new records, assigned to appropriate deskside agents.

· Provided technical assistance and support of Windows 95 and WinNT and Windows 2000 operating system platforms and applications: MS Office Suite, MS Outlook, MS Exchange, Lotus CC mail and Lotus Notes.
· Built, loaded and configured various operating systems and software packages. 
· Deployed new PC’s and redeployed surplus equipment.

· Preformed break/fix repairs on desktop/laptops, printers, PDA’s, etc.

· Provided  2nd level PC/LAN/WAN phone support for Windows 95/98, Windows NT 4.0 Workstation and Server.

· Served as an on-site trainer for co-workers and off-site for customers.

· Supported NT LAN/WAN Networks.

· Performed remote LAN-desk workstation takeovers to resolve end users problems.

· Troubleshot LAN & WAN connectivity problems to isolate non-functioning component(s).

· Provided technical support for end users on different software and hardware related issues.

· Support Line of Business applications GEAC, FIDELIO, PRSNET, and CRS.
· Provided extensive troubleshooting techniques to optimize workstation & network connectivity.

· Coordinated and assisted in the transition of new commercial accounts.

EDUCATION

Westchester Community College-Valhalla, NY

Business Organization and Management

 Data Processing

Programming Logic

COMPANY SPONSORED COURSE / SEMINARS
	· Supporting users and troubleshooting a windows XP operating system   exam 70-271
	· Supporting Users and Troubleshooting Desktop Applications on a Microsoft Windows XP Operating System  Exam 70-272

	· Administrating Microsoft Windows NT 4.0
	· Influencing With Integrity Communication Course

	· Supporting Microsoft Windows NT 4.0 Core  

  Technologies
	· Hughes Network System Personal Earth Station / 

          Virtual Network Operations 

	· Business Writing
	· Business Etiquette


