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	Skill Set


Windows 3.1x, 95, 98, 98se, Me, 2000, XP, Vista, 7

Microsoft Office 97, 2000, 2002/XP, 2003, and 2007

Microsoft Active Directory and Exchange

Drive Imaging (Norton Ghost, Altiris CarbonCopy)

Email Clients (Outlook, Lotus Notes)

Hardware Repair (Desktop, Laptop and Printer)

Network Hardware (Routers, Wireless APs)Network Hardware (Routers, Wireless APs)

Remote Access (Citrix, Cisco VPN, Windows VPN)

Remote Desktop/Sharing (Netmeeting, VNC, MSTSC)

Smartphones/PDAs (Blackberry, iPhone, Palm, Windows Mobile)

Ticketing Systems (HDE, Remedy, Vantive, SharePoint)

Strong ability to manage multiple assignments simultaneously

Tact empathy, patience and excellent analytical and problem solving skill

Managing employees

Training employees how do deliver excellent customer service.

	Employment Experience


	TPC Group
	Houston, TX
	Technical Lead
	Permanent
	2/08 - present


· Provide excellent customer service through the quick resolution of problems resulting in greater customer satisfaction. 

· Account creation, assignments of rights and terminations in an Exchange 2007 environment. 

· Procurement of all pc’s, desktops and peripherals through Oracle and track and receive all orders. 

· Image and deploy laptops, desktop systems, peripherals and accessories to end users.

· Involved with roll out and tier one trouble shooting of Oracle R12.

· Created and trained end-user to prepare them for Office 2007 and Iphones.

· Led the roll out Office 2007.

· Migrated company from Blackberry’s to Iphones.

· Coordinate equipment install/move/add/change and maintained an accurate inventory of all equipment.

· Involved in upgrading to Windows 7 and how it will affect both end users and pc’s controlling dedicated machines.

· Removal of viruses and malware.

	Joe’s Crab Shack
	Houston, TX
	Tier 2 Helpdesk 
	Permanent
	11/06 – 2/08


· Led and trained five tier one help desk technicians in supporting our 120 restaurants nationwide.

· Coordinated and work closely with department contacts issues to enhance customer relations and technical support.

· Successfully developed and implemented systems to streamline Federal Express tracking when sending/receiving computers, printers and peripherals to remote locations.

· Certified to support Radiant Technologies restaurant management software.

· Resolved printer issues in Windows-based Oracle applications and printers hosted on Unix servers.

· Troubleshooting internal and external network connections to ensure proper menuing and ordering systems.

· Travelled to remote locations to set up servers and computers when opening new restaurants.

· Diagnosed Citrix, VPN, Virtual PC and other web-based applications.

· Updated and composed knowledgebase documentation for technicians reducing time required to resolve technical issues.

· Providing advanced support to isolate and document desktop situations.

· Responsible for setting up; backing up and restoring all 120 restaurants servers daily using Iron Mountain software.

· Handled other tasks and projects as required

	Lyondell Chemical Corporation
	Houston, TX
	Common Operating System Specialist
	Contract
	8/06 – 12/06


· Created and maintained a configuration database of all workstations within the enterprise. 

· Coordinated and tracked all non-standard workstations through the defined standardization process to a managed state. 

· This process was to develop the migration plan from having multiple operating systems to Windows XP as the standard.

· I completed the project two months ahead of schedule.

· Saved the company almost $150,000 through this verification and auditing process.

	Jacobs Engineering
	Houston, TX
	Help Desk Coordinator
	Contract
	8/05 – 8/06


· Delegated all tickets to the seven help desk engineers, and maintained progress as to the work performed.

· Provided a single point of contact for all internal and external employees.

· Handled in excess of 125 calls daily, with average handling time less than 5 minutes, resolving 80% during the initial call.

· Assigned rights and mapped drive mappings. 

· Added new users to Active Directory, Exchange/Outlook and Oracle E Business Suite.  

· Created delegate view of mailbox so that multiple users could share a single mailbox

	J.P. Morgan Chase
	Houston, TX
	Help Desk Supervisor
	Contract
	6/04 – 8/05


· Supervised 70 IT professionals who supported over 180,000 end users.

· Managed and monitored all incidents with an inbound call volume in excess of 5000 calls daily.

· Implemented and examined referral process and call intake

· Reviewed calls from authorized users in Interactive Agent A.C.D and Heat ticketing system.

· Ensure service levels are satisfied by leading floor management and workflow distribution.

· Created and maintained a team environment.

· Handled one on ones and reviews of all employees.

· Maintained monthly call matrix including items such as call volume, handling time and first call resolution.

· Prepared and tracked schedules for all employees. 

	Cable and Wireless Telcom
	Houston, TX
	Help Desk Manager
	Permanent
	9/98 – 2/04


· Hired and supervised a staff of 50 systems support analysts in a 24/7 call center environment.

· Provided training to system support analysts on procedures, customer service and technical skills

· Delivered high quality of support while maintaining a call abandonment rates below 3% with 90% first call resolution.

· Rolled out global dial program to Exxon Mobil and Motorola ahead of schedule, increasing revenues by 30%.

· Created and maintained a team environment.

· Created process flows, and maintained accurate metrics on all employees and call volume.  

· Created knowledgebase documentation for technicians – reducing the length of time required to resolve technical issues

· Coordinated and supervised the build out and move from one office complex to another twice during my tenure.

· Promoted quickly and regularly throughout my seven year tenure with Cable and Wireless.

	Education & Training


Associates of Science in Business Administration Austin Community College

Learn more about me at: www.jobfox.com/people/helpdesksupervisor

