MICHAEL CHAPPLE
6881 Peachtree Dunwoody Rd Apt 108

Atlanta GA 30328
Contact: 205-276-2413
Email:chappmo@yahoo.com  
  

OBJECTIVE:   To establish a long-term career in the management/customer service field.

  

Technical SKILLS: 

MS Word, MS Excel, MS Spreadsheet, SalesForce , Peoplesoft, Quicken Deluxe, Quicken, RUS accounting,  Windows XP, Windows 7, MS Outlook, Outlook Express, , Ma Intosh 

Education: 
Undergraduate                                                                                                   
Jefferson State College 

Major:  Financial Administration 

Minor: Computer Information System 

  

Graduate                                              
The Center for Financial Training 

Diploma: Customer Service Management 

Certification: Quicken Deluxe 

Certification: QuickBook Pro 

Certification: MicroSoft Money 

Certification: PeopleSoft Professional 

     

Graduate 
National Computer Science Academy 

Certification: CS – 312 Windows 2000 Professional 
Certification: CH – 101 PC Basic Certification 

Certification: CS – 332 Windows 2000 Server 
Certification: CH – 111 Computer Hardware Technician 

Certification: CP – 400 HTML 4.0 

Certification: CP – 420 JavaScript 

Certification: CS – 105 Oracle8i Basic 

Certification: CS – 230 PeopleSoft User 

Work History: 

Customer Operations Support Team Lead 

Contact At Once                                       05/2008 – 08/2010
Alpharetta, GA 

· Developing and training users of the Contact At Once instant messaging products and supporting the installation of the software in there networking and computer environment
· Providing over the phone technical support for the Contact At Once clients 

· Traveling to customer sites and providing onsite training to new user’s of the Contact At Once Instant messaging applications.     

  

Educational Assessment Software Analyst         
Wireless Generations                                  




06/2007 – 05/2008 

Alpharetta, GA 
· High level of proficiency with technology and familiarity with application end user support and Palm OS technology 
· Provide problem identification and determination 
· Solve the majority of incoming calls in a timely and efficient manner 
Includes initiating and tracking "support tickets" 
· Answer all incoming help desk calls and assist in the research and resolution of any problems that occur with the Palm OS technology. Identify, investigate, and resolve problems 

· Assist customers with proprietary client and web installation, application and end user issues 

· Respond promptly to user inquiries, notification of problems and requests for project statuses 

· Assist groups involved in system testing and diagnostics by gathering necessary data to understand and solve problems 

· Update trouble/request ticket system, logging all calls and properly categorizing issues and following up appropriately 

· Compile and submit written cases of issues and resolution for inclusion in our internal knowledge base 

· Develop and train user with Wireless Generation's products and supporting software in networking and computers environment

POS Trainer/Installer 

Verso Technology                                                                                                    01/2007- 06/2007 

Atlanta, GA 

· Installing POS (Post Of Sale) Software for business usage  
· Work with internal and external groups to set training priorities and identify training needs 

· Interface with technical experts to document support content, process, and procedures 

· Organize support content into logical modules and sequence for training 

· Determine best methods to deliver training 

· Develop instructor led and self-paced training courses 

· Develop testing and knowledge assessment mechanisms 

· Format support content into performance support KnowledgeBase 

· Work with operations team to develop viable training schedules 

· Determine training resources required for training delivery 

· Manage the training calendar for new hire, continuing, and refresher training including development timelines and milestone targets 

· Track hours trained and certifications earned 

    

Accounting Software Analyst                                                                                 08/2005 – 1/2007 

Southeastern Data Cooperative 

Tucker, GA 

· Installing and upgrading the accounting software used by the RUS and TVA Utility companies. 

· Testing RUS and TVA Utility Company databases by using SQL * Plus Commands. 

· Testing Data Ports and Status Ports on the RUS and TVA Utilities Databases for default connection issues. 

· Researching documentation on the usage of the Unix Basic Accounting Software.  
· Recreating database issues on Unix Basic HP 3000 and HP 9000 systems 

· Testing features of the Unix Basic Accounting Software for defects that would cause problem to the RUS and TVA Utility Company reporting programs.  
· Receiving inbound calls and outbound calls from RUS and TVA Utility Companies that uses Southeastern Data’s Accounting Software 

· Troubling shooting Winsock edits messages that occur when RUS Utility employees are accessing the database. 

· Troubleshooting Java Scripting edit message on the Unix Basic Databases 

· Assisting the Chef Financial Officers (CFO) in correcting journal entry. 

· Correcting issues that occur with the Utilities Payroll Department’s Database. 

· Assisting the Accounts Payable Department with invoice clarifications. 

· Accessing the RUS and TVA Utilities Database using Cisco VPN Client Management connections software 

· Explaining the features of the Accounting Software to the Utilities employees 

· Identifying problem with the Oracle software. 

· Advise the Department Managers of ways of improving the work tactics when using the Accounting Software. 

· Helping the Chef Financial Officers (CFO) create reports by using Microsoft Access 
· Correcting Datasets that were not updated correctly 

· Uncorrupting Username and Passwords for the Utilities employees 

· Assisting the Chief Financial Officer (CFO) in balancing the Utility Company Accounts 

· Creating Work Orders for software problem that cannot be handles by using the Remote desktop connection or a Cisco VPN Client Manager connection. 

· Creating Software Fixes request to have new feature added to the software. 

  

  Senior Team Lead PC Banking Specialist                                                  12/2003 – 08/2005 

  Compass Bank 

  Birmingham, AL 

· Assisting customer downloading transaction history from Compass Bank’s server by using personal financial software 

· Reviewing and updating client accounts information. (Account   Maintenance) 

· Verifying online and wire transfers submitted by using personal financial software and by using the website transfer feature.  
· Troubling Internet browser connectivity issues that occur when accessing Compass Bank’s website. 

· Verifying legal business resolution for companies registering for Compass Bank’s online banking services. 

· Reporting clients using the website with suspicious activity to corporate security of Compass Bank.                                                            
Senior PC Banking Specialist                                                                   08/2003 – 12/2003 

Compass Bank 

 Birmingham, AL 

· Receiving inbound /outbound calls for Compass personal computer banking clients. 

· Troubling shooting financial software used during online banking sessions. 

· Monitoring, troubleshooting technical issues that occur with Compass Bank’s website. 

· Assisting customers registering for the PC banking website usage and the bill pay services. 

· Providing support with concerns regarding the online bill pay services for Compass Bank. 

· Researching payment investigation for Compass Bank’s bill pay services. 

· Assisting customer exporting transaction history from Compass Bank website. 

Internet Technician                                                                                             06/2003 – 08/2003 

Teletech 

Birmingham, AL 

· Received inbound calls for Verizon-onlne clients. 

· Troubleshoot customer’s computer systems with Verizon-online software or setting. 

· Troubleshoot personal e-mail software used to download email from Verizon’s servers 

· Troubleshoot browser connectivity issues that occurred by using Verizon- Online’s website and by using personal e-mail software. 

· Troubleshoot Dsl, cable modem and dial-up network connectivity issues for personal home computer and business network servers. 

  

Expanded Support Specialist                                                                           05/2001 – 06/2003 

West Corporation 

Huntsville, AL                   
· Received inbound calls for DirecTV clients 

· Troubleshoot Directv manufactured entertainment systems. 

· Created work orders for technical service calls. 

· Accepted payment and applied to customer’s account balances. 

· Received escalated call from customers regarding their accounts. 

· Controlled supervisors calls requested by irate customers. 

· Monitored customer representatives inbound calls for quality assurance. 

· Provided weekly reports on monitored call for quality assurance. 

· Assisted coaching new and existing customer representatives. 

    

 Assistant Manager                                                                                               01/1999 – 05/2001 

 Family Dollar Store 

 Monroe, LA 

· Ordered merchandise for store inventory 
· Prepared payroll orders for employee checks and faxed to corporate payroll accountant. 

· Counted petty cash in the store safe and recorded the daily cash flow store registers. 

· Transported store deposits to the bank daily. 

· Recorded daily cash earnings and submitted document to corporate office. 

  

Department Manager                                                                                          07/1997 - 01/1999 

Montgomery Wards 

Monroe, LA 

· Supervised sales associates operating cash register          
· Submitted receipts from cash register to the billing operator 

· Accepted credit card payment and applied to customer accounts 

· Recorded earnings from cash register 

· Documented inventory checks daily 

· Prepared employee schedules weekly 

  

References Available Upon Request 

