FAUSTO PICHARDO

6601 Marina Pointe Village Court

Tampa, FL  33635

813.407.1588

faustopichardo@yahoo.com

CAREER SUMMARY and SKILLS:
· Remotely administered end user desktops and laptops for troubleshooting and issue resolution 

· Installed, configured, and supported desktops, laptops, and software

· Administered user and group accounts through Active Directory

· Provided supported for web based, thin\thick client applications, and Citrix
· Provided senior level support for Microsoft Office (Word, Excel, Outlook, etc.)

· Configured new Lotus Notes and Outlook installs 

· Provided technical support through email, phone, and hands on 

· Experience with Windows XP, Vista, and 7

· Experience with Windows Server NT/2000/2003/2008

· Assisted in setting up new hires by setting up new equipment and configuring AD rights

· Inventoried company equipment for new installs, replacement, and decommissioned systems

· LAN/Wireless network configuration and support (DHCP/DNS/WINS configuration)

· Performed regular PC maintenance (virus scan/removal and Windows updates)
· Bilingual and fluent in English and Spanish in reading and writing.
EDUCATION and TRAINING:
Remington College (Tampa, FL) 2003-2005

Associate of Science - Computer Science

Completed Course study work on:

Network Security · Computer Support · Network Implementation and Support · Routers and Switches · Linux Administration · Computer Architecture
Comptia A+ software/hardware certification

Dell Certified Systems Engineer

ITIL training completed 2010

PROFESSIONAL EXPERIENCE:












Dell Inc.








04/2009 to 11/2010 

Senior Information Systems Analyst

(On-site Technology support for Citibank 04/2009-08/2010 · Honeywell 08/2010-11/2010) 
· Provided level 3 desktop support in a team setting to a user group of over 3, 500 users

· Ensured all new trouble tickets where resolved in a timely manner

· Used standard and alternative methods to contact end-users including phone, email, face-to-face, and remote administration

· Assembled, configured, and supported computer systems for new deployment

· Participated in various production support optimization activities including desktop migration and software upgrades

· Provided print server support limited to server reboots and minor configuration
· Provided Blackberry support

· Configured, deployed, and maintained Microsoft computers

· Used Active Directory to maintain and manage workstations, users and software wraps

· Utilized several remote administration applications including Go To Assist, Netmeeting, and VNC
Additional projects:
· Recycle defective hardware to create functioning systems that can be redeployed

· Participate in a 3,000 user data migration from Windows XP to Windows Vista (Install new desktop/laptop and deploy Vista image)

· Create user training documentation for common issues

Stream









01/2007 to 03/2009
Senior Representative/Supervisor

Supervisor/Senior Team Member – 06/2007 – 03/2009
· Participated in team meetings with level one agents and their managers to review team metrics

· Functioned as first point of contact for customer escalations

· Provided one-on-one peer reviews and mediation to increase team performance
Senior Representative – 01/2007 to 06/2007    
· Field inbound phone calls from end users seeking assistance with computer issues

· Functioned as level two technical support

· Received director all - star award for outstanding performance during the months of April - June.   
Verizon









06/2005 to 11/2006
Helpdesk Support

· Provided remote desktop assistance via an inbound call center

· End users contacted the information center with technical requests, password assistance, and user account lock out issues

· Promoted to commercial business team in December 2005

· Commercial business team was responsible for handling priority commercial Verizon business clients such as FedEx and Bank of America
· Assisted in Blackberry configuration and deployment
· Supported and configured Outlook, Lotus Notes, Sametime IM
