Michael D. Miller

701 Scissortail Lane 

Apex, NC 27523-3749

(919) 267-3863
MichaelMiller0212@yahoo.com 

SENIOR SYSTEMS SUPPORT TECHNICIAN

SYSTEMS PROFESSIONAL: 17+ years experience in information systems at the corporate level.
Expert Knowledge and Experience:


Hardware 


Software


Operating Systems

Desktops


MS Office ALL


Dos 6.22, Windows 95, 98, XP


Mobile & PDA’s

QuickBooks - Peachtree
(NT, 2000, 2003 & 2008 Server)

LAN/WAN


Ghost - VMware

Linux, UNIX, Novell, Mac OS X

HP Laser Printers

Active Directory
- Exchange
AIX 5, 6 & 7


Routers/Switches

AutoCAD - Autodesk

Cisco - Linksys

Adobe Suite - POS
PROFESSIONAL EXPERIENCE

PC Quest, Inc.








Evansville, IN 
Certified Systems Support Technician





02/94 - 01/2011

· Senior Systems Support Technician:

· Supervised infrastructure, server, and applications recovery plans.
· Briefed management on findings that led to heightened security awareness.
· Investigated and proposed improvements for survivability of company MIS and IS operations.

· Created test strategies for existing disaster recover.

· Led pre and post-test meetings to review results and determine areas of improvement. Refined tests procedures as necessary. 

· Acted as company subject matter expert for all disaster recovery questions and issues.

· Prepared and delivered presentations to senior management and all involved personnel.

· Studied the different business projects and systems and predicted the level of probable risk.
· Active Directory, Exchange and Print Server maintenance

· Installation, repairing or rebuild Windows 2008, 2003, 2000, XP Pro/Home, Windows 7, Vista
· Supply necessary training and technical knowledge for delivering standard product support to the consumers

· Handled the responsibility of large scale installation especially for medical billing software 
· Supplied necessary guidelines and standards for developing, implementing and maintaining personal computers
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EDUCATION:
1995
University of Southern Indiana
Evansville, IN
Certifications:
MCSE
(Microsoft Certified Systems Engineer)
MCDST
(Microsoft Certified Desktop Support Technician)
MCTS
(Microsoft Certified Technology Specialist) – 5 Certifications

Windows Vista, Windows 7, Windows Internals, Server 2003, SMS 2008

Comp TIA
A+, Network+ & Security+
IACRB
Certified Computer Forensics Examiner – CCFE

PROJECTS:
· SMG – Roberts Stadium & The Center IN




02/2009 – 01/2011
· Performed LAN Administration: verification of backups, planning, selection and implementation of new server equipment, installation and upgrade of networked applications, monitoring of projects, high-level trouble shooting, project coordination with other departments. Including planning and testing the disaster recovery plan.
· Westside Catholic School – IN





12/2009 – 12/2010
· Help Desk:
· Supported over 300 users internally and externally
· Established, oversaw, interviewed personnel
· Supervised Operations Departments
· Created policies – procedures & performed annual reviews
· Charles Ford Memorial Home – IN





05/2010 – 08/2010
· Developed IT Policies & Procedures for regional security, staffing, janitorial division; installed and documented regional frame relay network; manage day-to-day computer operations
· Literacy Centers – IN & KY





03/2009 – 06/2009
· Administered and controlled VMware desktop machines and thin clients using Altiris Deployment Server.
· Administered IBM thin server clients, Citrix Servers using VMware GSX Server remote management console.
· Integrated the SQL Server and MSDE agent on client machines with Altiris Client Management Suite.
· Installed GuardianEdge Management Console and Server software and migrated laptops and desktops protected with Encryption Plus.
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· St. Mary’s – St. Mary’s Hospital & Affiliates IN 



05/2008 – 02/2009
· Performed LAN Administration including: adding and deleting users, performing regular backups, restorations from NAS backup media, and maintaining LAN security. 
· Provided training to the user support specialists on procedures and coached them on technical and customer service skills. 

· Presented reports on desk operations and issues regarding the firms customer base to management. 

· Sustained consistent data entry and complete problem descriptions were included in all tickets. 

· Implemented and examined referral process and call intake. 

· Maintained database of help desk ticketing system. 

· Tracked customers call in help desk database. 

· Creating and maintaining a team environment.

· Supervising help desk procedures and staff.
· Big Rivers – Big Rivers Power Plant KY




01/2008 – 05/2008
· Managed international Novell 5.0/5.1 network for a major manufacturing company, including Microsoft Exchange e-mail services, network interfaces with SAP, printing from RF-enabled handheld scanners on factory floor, ArcServeIT 6.6 backups.
· Montessori Academy – IN






04/2008 – 08/2008
· Maintained remotely hosted corporate e-mail solutions. Provided phone support for all remote sites and traveling corporate personnel. Determined computer-related needs for the entire corporation.
· Audubon Dental – Henderson, Owensboro, Paducah, & Lexington KY
07/2007 – 01/2008
· Directed 18-server Wide Area Novell 3.x / 4.x network across the Region; Lead migration of existing 3.x segments to NetWare 4.1.
· Big Brothers & Big Sisters – IN, IL, & KY




07/2006 – 07/2007
· Performance Monitoring, Corporate Information Systems, Instrument Calibration Scaling and Inventory Control/Monitoring.
· Wish Upon a Star – IN, IL, KY, & OH




03/2003 – 03/2006
· Created Multi-User System and Network Computer Security Plans, oversee PC and network security on a day-to-day basis. 
· Little Sisters of the Poor – IN, IL, KY, OH, & TN



01/2001 – 07/2003
· Administration, system security, backups and user support of LSOTP's proprietary network (35 Novell NetWare® 3.11 servers, over 800 users).
