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ROSALINE BROWN

17379 Ilene

                                                                                                                                     Primary Phone: (313) 806-2385

Detroit, MI 48221
                                                                                                                       Email: a00b95c84359@netzero.net
BACKGROUND SUMMARY

An Information Technology professional with 13 years experience in Technical, Network Administration and Help Desk support. Diversified experience in systems migration, data backup and restoration, network resource configuration.  Self-motivated and enthusiastic with an extensive background in Computer Support Services, providing technical assistance to computer system users. Able to answer questions and resolve computer problems for users in person, via email and telephone or from remote location. Demonstrated ability to work independently and in a team environment with strong interpersonal skills, both written and oral, and a positive attitude toward sharing expertise and assisting others to learn.  Extensive ability to discover, diagnose and correct network performance problems and failures.  Strong knowledge of the following:

· Technical Support



· Network Administration


· Troubleshooting

· WANs & LANs






· Problem Solving



· Console One

· Active Directory



· Security





· Disaster Recovery



· Intrusion Detection Systems

· Wireless Network



· Remedy
PROFESSIONAL EXPERIENCE

COMCAST, Ann Arbor, MI (09/09-Present)

Technical Support Specialist

Receive and respond to calls from customers requiring technical assistance.  Provide all activities associated with troubleshooting customer support issues, selling, retaining, repair coordination, billing and general customer support for Comcast Digital Voice, Comcast Cable, and Comcast Internet services and products.

· Install and/or reinstall the Comcast Online service software from a CD or download from Web or FTP server.

· Configuration and/or reconfiguration of e-mail client settings.

· Provide, verify and/or modify network settings.

· Reset and/or re-provision customer modem.

· Obtain, provision, add or delete multiple IP addresses.

· Issue credit to customer’s account for verifiable service downtime.

· Use knowledge of Windows 7, Windows XP and Macintosh operating systems to troubleshoot Internet connectivity issues.

WALSH COLLEGE/CITY OF DETROIT, Detroit, MI (08/09-08/09)



   

IT Volunteer

Assisted in performing an IT Cost Analysis exercise which helped to identify areas within city departments that have opportunities for cost savings through more efficient use of IT assets, IT resources, physical data processing facilities, and project management skills.  Scheduled meetings with on-site contacts to review completed documents and conducted walkthroughs of the Data Processing facilities to ensure accurate and complete documentation. 
U OF M HEALTH SYSTEM, Ann Arbor, MI (03/07-12/08)

The academic medical center owned by the University of Michigan.

Help Desk Support Service Specialist Associate

Responded to and tracked customer requests for technical support via telephone, voicemail, email, and Remedy for UMHS and UM software services; diagnose and repair or triage problem requests.

· Used problem-solving tools to help solve customer requests for technical support.

· Trained end users for on-line viewing of reports, including assigning proper security to ensure compliance with confidentiality regulations.

· Routed tickets not solved at the Help Desk to the appropriate team for further action.

· Worked in various UMHS/MCIT supported software platforms as they relate to end user support.

· Created Novell and Active Directory accounts in Console One.

VARIOUS CONTRACT POSITIONS (07/98 –02/07)

Major IT staffing and consulting firms, including:

AGILITECH/CITIZEN BANK, Flint, MI

                              

MSI/SIEMENS/COMERICA, Auburn Hills, MI

                              

CARETECH SOLUTIONS, Troy, MI

                              

ARROW STRATEGIES/3RD JUDICAL COURT, Detroit, MI


                            

ETD/TOYOTA, Ann Arbor, MI
    


                                               

ZEROCHAOS/EDS/GENERAL MOTORS, Detroit, MI                                                          

COMPUTER MERCHANT/COMPAQ/U.S. POSTAL SERVICE, Detroit, MI                       

AJILON/EDS/GENERAL MOTORS, Warren, MI



                             

AJILON/COMERICA, Auburn Hills, MI




                             

CONTRACT SERVICES/U.S. POSTAL SERVICE, Detroit, MI


Responsibilities providing level 1 to level 3 line support for multiple operating systems to over 2000 end users based in ten locations.  Provided expedient error corrections and solutions while working on projects in a variety of support roles.

· Provided hands-on training to contract employees.

· First, second and third level technical support.

· Troubleshot hardware, software and network problems over the phone, in person, by email and remotely.

· Installed software and hardware.

· Performed Novell , GroupWise and basic AS400 administration.  

· Migrated network servers and desktops.

· Initiated the process through which network, systems and client problems are identified and resolved, included problem recognition research, resolution and documentation.  

· Determined the area where the NT network would be installed and instructed on the guidelines for where the wiring and the data communication connectivity would be stationed. 

· Demonstrated the ability to troubleshoot, analyze and resolve customer concerns.  

· Resolved network and printer connectivity issues.  

· Learned how to setup and troubleshoot Video Conference equipment.  

· Learned how to replace toner and print cartridges in plotters and how to replace the paper rollers and troubleshoot plotters.  

· Backed up and restored employee data files via network server and drives.  

· Built network and standalone computers and laptops with ghost imaging software

CITY OF DETROIT, Detroit, MI
(03/1997-07/1998)

Governmental agency.

IT Client Support Assistant

Answered telephones regarding problems with City personnel’s personal computers, terminals, printers and telephones.

Troubleshot software problems over the phone.  Used PHD (Professional Helpdesk software) to issue trouble ticket reports concerning employees’ software and hardware problems. Installed Windows NT and GroupWise 5 software. Set up personal computers for employees.

Data Processing Records Librarian

Maintained and controlled a complex cataloging and retrieval system for the various data processing input/output devices used in installation. Logged and kept an account of various input/output devices.

EDUCATION

Masters of Science in Business Information Technology, Network Security, Walsh College, Troy, MI             
2004                                                

· NSA Designated Center of Excellence in Information Assurance

Bachelor of Business Administration, Computer Networking, Davenport University, Dearborn, MI
  
2001

New Horizons, Livonia, MI- Cisco Interconnecting Cisco Networking Devices Part 1 (ICND1) and Cisco Interconnecting Cisco Networking Devices Part 2 (ICND2)  

Washtenaw Community College, Cisco Internetworking I – Fundamentals, Cisco Internetworking II – Routers, Linux/Unix Fundamentals

University of Michigan, Customer Service Awareness training.

Capstone Project and Project Fair Participation: “Implementing Security Controls to Comply with Privacy Requirements of Health Care Information” 

SPECIALIZATION  STUDIES

· Security vision and action development

· Training and awareness program development

· Virus control technology, intrusion detection systems and firewalls

· Data and voice system technology

· Audits, assessments, and architecture reviews

· OS fingerprinting tools

· Data management safeguards

PROFESSIONAL CERTIFICATIONS

· Security+

· Information Systems Security

· Certified Novell Engineer 6.0

· Specialty Networking

· Pursuing CCENT (Cisco Certified Entry Networking Technician) 
· Pursuing CCNA (Cisco Certified Network Associate)
· Pursuing CISSP (Certified Information Systems Security Specialist)
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