Mark Rademacher 

1002 Greystone Drive Frederick Maryland  Phone   301. 473.3054- 240.437.3054
NETWORK ADMINISTRATION/ DESKTOP SUPPORT

Proven technical excellence in fast paced demanding corporate technical environments. 9 year’s technical experience in network PC and technical environments including fast paced business environments while always striving to deliver superior results. Identified technical areas for improvement when asked to do so and provided input to strategic decision making when requested. Leadership experience in a team environment; able to train, mentor and motivate staff to peak performance. Demonstrated ability to operate in dynamic situations with minimal supervision and achieve superior results. Strong communication and interpersonal skills enabling interaction with diverse groups of individuals at all levels of an organization. Able to maintain effective work relationships and accept recommendations. Strong analytical and planning skills.  Practiced in defining and resolving technical problems with responsibility for planning and implementing solutions. 

PROFESSIONAL EXPERIENCE

(COMCAST CORPORATION) JAN 2011 – MARCH 2011

IT SUPPORT SPECIALIST.
Provided technical support services to Comcast Inc. executives in a networked environment. Installed, configured and tested microcomputers, peripherals Microsoft office applications and software. Supported Microsoft Office Suite 2007 / Mail System – Microsoft Exchange 2003 and 2007 utilization, Windows 2000 Server utilization, Windows Server 2003 and Blackberry Enterprise Server. Supported Exchange mail clients such as Outlook, Novell Evolution and Exchange ActiveSync clients. Support of Microsoft Windows XP; Reset and change passwords and perform administrative functions within Active Directory. Perform basic and advanced troubleshooting functions in Microsoft Word, PowerPoint, Excel Access, Outlook. Setup audio/video conferencing equipment.

Worked in collaboration with many vendors such as Dell, HP, Canon etc. for acquisitions of replacement and new equipment on company premises. 

  JDS UNIPHASE (FEBRUARY 2008- SEPTEMBER 2010)
Provided desktop support to over 1000 users at company headquarters.  Duties included Installing, configuring and testing of microcomputers, peripherals and software. Imaging of laptop and desktop computers. Setup, configured and maintained all client and server machines on the premises of company’s Germantown MD headquarters. Developed and maintained IT workflow procedures consisting of purchasing of all IT equipment, deploying and upgrading of all departmental IT equipment. Supported Microsoft Office Suite 2003, Exchange responsibilities included creation and maintenance of Exchange distribution lists, dynamic distribution lists, LDAP query, Query Based Distribution Groups, Exchange 2003’s ´exchdump´ tool. Recovery of storage groups, restoration of user mailboxes, Shadow Copy Backup, Exchange database backups, full support of Outlook clients, certificates, Cluster Services and performing combined duties within the Exchange Windows 2003 environment. Network duties included network performance management optimizing utilizing and monitoring of per port metrics including the monitoring of Netflow or RMON, monitoring of weblogs, synthetic monitoring, real time user monitoring and application response times. Support of Microsoft Windows XP operating system. Deployed images using ultimate boot pc, remote management utilizing SCCM, setting up and maintaining audio/video conferencing equipment and digital recording software. Active Directory duties included, adding and removing of users and computers within company’s Active Directory structure. Resetting of passwords, grouping of objects into one or more domains, setting up of policies and creating of organizational units, factoring in security and policy efficiency. Performed system maintenance of laptops and desktops, configuration of email, calendar sharing, Installation and troubleshooting of Nortel and Cisco VPN clients, VOIP/PBX phone system administration and RSA Administration.  
WEATHERBUG (JUNE 2007-JANUARY 2008)
Help Desk Analyst

Support of company’s PC based software products running on corporate systems in an XP environment. Microsoft Active Directory management, Provided help desk support to approximately 500 users at head office. Performed inventory of all IT equipment including disposals of end of life equipment/prepared all for recyclers, Updated inventory database weekly, Perform system maintenance and repair on PCs, laptops, printers (both standalone and networked) and network equipment, as well as installation of Operating Systems and software for user upgrades and new system rollout.  Follow and enforce policies and procedures, providing adequate documentation for user adds, changes, and terminations.  Create and manage Windows XP Images, software packages for Help Desk and Management using Symantec Ghost.  Maintained PC workstations and Laptops using remote access software.  Provided Tier II help desk technical support to corporate and US Federal Government clients. Accepted warm transfers from 1st Line technicians regarding customer complaints and or upgrade of computer systems.  Generated orders for hardware and software according to customer needs.  Prepared Work orders and customer service calls for all customers.   

CHEMONICS (JUNE 2006-APRIL 2007)
Setup and configured network and PC hardware consisting of routers, hubs and switches.  Utilized multiple network protocols such as Cisco Discovery Protocol, TCP/IP, IPX/SPX and Apple Talk in Windows and Mac environments.  Performed installations of Microsoft Office 97, 2000 and XP Office product suites. Configured desktop and laptop hardware consisting of video and sound cards in addition to installing and configuring of SCSI, IDE, and SATA hard disk drives. Mapping and sharing network printers and drives utilizing NTFS and FAT file systems. Windows NT, 2000 and XP Server setup and configurations. Installation of DSL and cable hardware providing internet capability to wide area and local area networks. Setup and configuration of Remote Access Services consisting of Virtual Private Network access and dial up networking. Windows platform was the predominant platform used.  
(DRS TECHNOLOGIES INC.)

IT SUPPORT  (FEBRUARY 2006- APRIL 2006)

Responded to all incoming desktop support tickets through phone and email for the companies help desk.

Set up PC’s and laptops for 200 end users, installed network printers and transferred data to and from on-site Servers.  Troubleshot systems in house and educated the user base on the use of Microsoft's Windows XP and 2000 operating systems. Reset and changed passwords and performed administrative functions within Active Directory. Performed basic and advanced troubleshooting functions in Microsoft Word, PowerPoint, Excel Access, Outlook, and I Manage.  Familiarity in all Microsoft Office Suites up to current versions. Maintained strict accountability for PC's and network hardware as well as all applications utilized in house. Provided Help Desk support for all incoming calls to company help desk supporting users on and off company premises. Setup and configured new user accounts via Microsoft’s Active Directory. Cut and ran CAT 5 cable throughout company premises.

Responded to all of Senior Network Administrators requests for network and user support related issues. Worked with senior specialists to provide company wide support in addressing all users technical related requests.

PRO FUNDS INC. BETHESDA, MD

IT SUPPORT SPECIALIST   (DECEMBER 2005-FEBRUARY 2006)

Provided Tier III help desk assistance and configuration of new user accounts for new and existing employees using Microsoft Active Directory as well as performing junior Exchange administration related tasks for the company email system. Setup and configured all wireless access points for office employee utilization on site. Ensured that all help desk client support expectations and user related issues are met through all levels of problem determination and problem resolution efforts and in a timely manner. Isolated problem trends and troubleshot recurring problems to find permanent solutions.  Accurately communicated pertinent information to supervisors and co workers. Projected a positive attitude with respect and dignity no matter how difficult the end user may be. 

(JBS INC.)  SILVER SPRING, MD.

HELP DESK SPECIALIST   (IT DEPT) September 2005 to December 2005

Provided Tier III help desk/desktop support assistance and configured new user accounts for new employees using Microsoft Active Directory as well as junior level Exchange Administration tasks.

Setup and configured Dell among other manufacturers wireless access points for office employee utilization when required.  Assisted in the development, maintenance, and promotion of departmental philosophies and methodologies relative to the Help Desk and IT services. Supported end users through understanding there systems to ensure timely problem resolution and to minimize service interruptions.  Ensured that help desk client support expectations are met through first and second level problem determination and problem resolution efforts. Resolved technical problems related to Microsoft Windows environments and Microsoft Windows applications, electronic mail and mobile devices.  Provided all levels of problem determination for desktop hardware and software related problems. Isolated problems and troubleshot all incoming help desk requests.  Provided a consistently positive and motivated attitude on a day to day basis..  Solved any and all problems submitted to help desk while executing decisions on a daily basis relative to the Help Desk responsibilities.  Windows XP environment, 250 users supported.  Utilized Vantive and Magic call tracking software to track, work and log problem issues submitted to help desk. 

IT SUPPORT CONTRACTOR 

(INTELLIWORKS INC.) GAITHERSBURG, MD

JULY 2005 to SEPTEMBER 2005.

Reported to senior developer.  Setup and configuration of new user accounts for new employees using Microsoft AD as well as Exchange Administration related tasks. Setup and configured wireless access points for office employee’s utilization. Built Server Racks. Provided local and network support for all of companies employees. Setup and configured companies IBM T42 and R51 notebooks for standard and developer usage utilizing Acronis Disk imaging application to automatically install and configure custom configurations. Performed server maintenance and backups on a daily basis. Documented and implemented Network permissions and rights while planning some security implementations. Predominant environment used was Windows XP. Around 50 users supported on site Magic Service help desk software utilized.  Configured and troubleshot end users hand-held related issues consisting of Blackberry and Treo's.  Supported Windows 2000 and XP operating systems.  Consistently provided superior telephone support for all end users. Responsible for setting up users on the Blackberry server, adding and resetting passwords for users as well as supporting all Servers. Responsible for VPN connectivity, dial up connections as well as setting up end users for connectivity to company VPN network. Configured and maintained DHCP table and WINS authentications, Set up and configured Exchange mail user accounts and settings on the network. Used remote system including Net Meeting and Zen Browser to troubleshoot over the phone with end users,  used GWI (Lotus Notes) system for tracking trouble tickets and email. Utilized VPN and Remote Desktop to fix end user problems and issues. 

(CLOSELINE INC.)  GAITHERSBURG, MD  

JANUARY 2005 to JULY 2005.

IT SUPPORT SPECIALIST (Help Desk and Desk Top) 

Reported to senior office supervisor.  Setup and configured new user accounts and computers on domain using Microsoft's Active Directory services.  Provided help desk and technical support for 250 in house as well as remote users on a daily basis. Provided PC and network support for all users.  Setup and configured all PC's within the organization.  Repaired and troubleshot all problems arising during the utilization of company's PC and printers.  Assembled bare bones PC's from scratch utilizing hardware from numerous different manufacturers. Placed CAT 5 cable from network switch to individual offices.  Setup and configured network drops. Setup and configured new users within company's phone system utilizing 3com hardware and database administration. Utilized Windows XP Remote Desktop and VPN to remotely administer all systems at headquarters and branch offices.  150 plus users supported, Windows XP Prof, 2000, NT used. Track IT help desk application utilized.

EDI TECH SPECIALIST /HELP DESK 

GLOBAL EXCHANGE SERVICES INC. GAITHERSBURG, MD

MARCH 2002 to DECEMBER 2004

Reported to senior office supervisor.  Provided superior customer service at help desk to clients within the EDI community.  Managed customer technical support for some strategic client accounts. Provided customized application of tools and methods to personalize and meet client needs. Worked closely with client team to determine preferred course of action and plan implementations including business integration, performance management, risk analysis and scheduling.  Ensured successful implementation of operational level plans and proper use of proprietary EDI software applications and tools.  Addressed end user connectivity issues utilizing VPN/FTP, Secure FTP, FTP Push and FTP over Dial PPP.  Communicated engagement progress and results to management at all levels both formally and informally. Maintain high productivity levels providing technical assistance to over 10 companies daily. Provided technical support for Global Exchange Services proprietary EDI Windows based software. Performing migration of client EDI mailbox from Legacy AS/400 platform to UNIX based platform. Supported client connectivity  problems related to client connectivity to GXS Unix based network utilizing once again VPN, dial up networking, PPP, AS2 and Web based connectivity options. Troubleshot EDI data format problems by using Windows based Hex editors to insure EDI standards are correctly implemented according to current ANSI standards. Proprietary HTML based tracking used in help desk environment.  1000 clients supported in the Windows, Linux and UNIX environments.

DESKTOP SUPPORT SPECIALIST

OPTICAL TECHNOLOGIES INC.  BETHESDA, MD 

NOV 2000 to JAN 2002

Participated in multiple critical projects, tracking multiple software and hardware systems performance. Conducted  some performance improvement training to increase accuracy and departmental efficiency. Participated in audits regularly and passed. Delivered PC hardware and Windows Server end user support on Microsoft Servers and Workstations. Performed Desktop Support for Macintosh and Windows clients.  Supported RAID systems running on Windows Servers utilizing backup devices such as DVD and Tape libraries with DVD and Tape media for daily backup and archival of mission critical data. Provided Desktop Support for OTG imaging and archival software running on Windows and UNIX based platforms utilizing Microsoft SQL and Oracle databases to store and retrieve mission critical data. Consistently recognized for superior performance and effort by supervisors. Over three hundred users supported, Magic help desk call tracking software was utilized. 

Technical Skills


Operating systems/applications:  

Windows 95/98/2000/XP, Vista and Linux. Microsoft Office Suites 97/2000/XP/2003.  Lotus Notes, Groupwise 5.5-6.0 experience, Outlook 98/200/XP/2003 setup and configurations. WordPerfect, Heat tracking ticket system, PowerDocs and I Manage document management systems. Blackberry software, hand held setup and Blackberry Enterprise Server experience. PC Anywhere and Remote Desktop utilized extensively in house to correct most user related issues. Systems Management Server deployments, Net Meeting, and Zen Browser remote tools experience.

Server experience:  

LAN setup connection experience.  Windows NT, Windows 2003 experience. Novell Netware and some UNIX/Linux experience, Setup and configuration of Cisco routers, hubs and switches. Planned and executed Microsoft Windows XP  roll outs to client nodes.  Microsoft 2003 server roll outs were included. Tape resets, Active Directory account set up. Performed some Exchange administration on an as needed basis.  Setup company VPN connections, PIX firewall setup and configuration experience. Wireless router setup and configuration on all remote routers company wide. Utilization and task oriented duties within Microsoft's SQL and Oracle databases running accordance with company's proprietary applications.

MILITARY EXPERIENCE   

4 Years successfully served in United States Army.  1 year served in Sarajevo Bosnia as part of a NATO’s stabilization force and peacekeeping contingent.

CERTIFICATIONS

Microsoft MCP certified in NT Server 4.0

A+ Certified Technician.

