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Summary of experience
· Over 6 years of experience with application implementation, installation, configuration and support.
· Four years of experience in IT operations and support.
· Outstanding troubleshooting skills across systems and applications

· Background in Mathematics, excellent analytical and problem solving skills.
· Consistently exceed performance objectives.

· Proactive, thorough, responsive and dedicated, consistently receive positive feedback from co-workers and customers.     
Professional Experience
Valtech Technologies, Inc. – Dallas, TX





   









May 2000 – May 2004
Global IT services company

Member of the U.S. IT department which is responsible for the Information Infrastructure for all U.S. offices. 
Application Technician, IT Department
· Responsible for planning, implementation, troubleshooting, maintenance and overall support of all applications and internal websites.
· Maintain and support all hardware and peripheral devices including laptops, desktops, servers and printers. 
· Setup laptops, desktops and user accounts for new users and conduct related new hire orientation.
· Assist in management of LAN/WAN environment, remote access and server technologies including DNS, Active Directory, Exchange and IIS.
· Responsible for MS SQL databases including backups, restores, security, connectivity and maintenance.

· Developed MS SQL stored procedures to enhance functionality of corporate applications.

· Develop and maintain complex reports for several MS SQL databases using Crystal Reports.

· Provided consulting services to a Valtech client; gathered requirements from the client, developed several reports and trained client employees how to use and maintain the reports.
· Manage software and hardware inventory.

· Program and administer Lucent telephone and voicemail systems.
· Directly communicate with all levels of the company, including the CEO, VPs, Directors, Administrative Assistants, etc., to collect business and technical requirements for corporate application customization & change requests; analyze requirements; develop and implement changes & customizations.

· Successfully deployed SalesLogix in a Terminal Server environment which reduced support time by over 50% and in turn significantly increased employee efficiency.

· Developed and facilitated SalesLogix training classes for on-site and remote users.
· Traveled to London office to upgrade SalesLogix and provide end user and administrator training.

· Led the software selection process and implementation of the Recruiting candidate management tool, Peopleclick and the corporate timesheet & expense reporting tool, Projeca. Educated the London office on our findings which led to the selection and implementation of Projeca in the UK offices.

Liberty Mutual Insurance – Mishawaka, IN















Aug 1995 – Apr 2000

Started in this national customer call center (Customer Response Center) with fewer than 40 employees and was promoted to new roles as the dept. grew to nearly 400 employees and expanded to 3 locations. 

Associate Applications Specialist, Customer Response Center, 1999-2000

· Responsible for analysis, design, and maintenance of Property & Casualty electronic forms (Informed Designer 2.5, Informed Filler 2.5) in compliance with state and underwriting guidelines nationwide.  
· Resolve all escalated Desktop Support problem tickets in relation to Informed Filler.  
· Investigate, troubleshoot and report all types of system problems.  
· Monitor data on type of calls/problems being reported and work with various technical support groups to resolve, or determine training/coaching needs.  
· Create department web pages.  
· Maintain company hardware standards.


Technical Assistant, Customer Response Center,  1996-1999
   

· Created layout and design for all agent performance reports using MS Excel.  

· Assisted with re-engineering of call flow (Lucent). 
· Assisted with telecom troubleshooting, problem resolution, and resolution implementation. 

· Performed weekly analysis of call center performance for management teams.  

· Performed one on one and classroom training on telephone equipment, reporting, Lucent CentreVu 6.0 reporting software and Digital Voice Recording software for Management teams.  

· Conducted analysis and research for the development of the 1999 and 2000 call center Employee Incentive Program proposals. 

· Conducted analysis and research for the creation and implementation of the agent customer service and technical proficiency evaluation forms.  

· Facilitated rollout meetings with management teams to service and technical proficiency evaluation forms.

· Facilitated rollout meetings with management teams to launch Quality Assurance Program.

Senior Service Representative, Customer Response Center, 1995-1996

· Provided a high level of timely and accurate customer service for national insurance call center.

· Maintained strong knowledge of Property & Casualty insurance to council and service all aspects of customer inquiries in compliance with department, company and state guidelines. 

· Exercised initiative and judgment to solve problems.

Education
Indiana University at South Bend – South Bend, IN
B.S., Secondary Education, 1999
Concentration in Mathematics

Professional
· (MS-2151) Microsoft Windows 2000 Network and Operating System Essentials
· (MS-2152) Implementing Microsoft Windows 2000 Professional and Server
· (MS-2126) Managing a Microsoft Windows 2000 Network Environment
· (MS-2072) Administering a Microsoft SQL Server 2000 Database
· (MS-2073) Programming a Microsoft SQL Server 2000 Database
· Visual Basic 6.0

Certifications
· MCP (Microsoft Certified Professional)-Implementing Microsoft Windows 2000 Professional and Server
· Currently working towards MCDBA and MCSA certifications
technical skills

	Hardware
	
	Applications
	
	Server Technologies
	

	Dell Poweredge Servers
	
	MS Office Suite
	97 – 2003
	MS IIS, FTP
	4.0 / 5.0

	Dell Inspiron/Latitude Laptops
	
	MS Visio
	2002 / 2003
	Apache 
	1.69

	
	
	Crystal Reports
	8.0 – 9.0
	MS Exchange 
	5.5 / 2000

	Operating Systems
	
	SalesLogix
	4.0 / 5.2
	MS Active Directory
	

	MS Windows Professional
	95 - XP
	Act
	6.0
	MS DNS
	

	MS Windows Server/Adv Server
	NT – 2000
	Projeca
	5.0 / 6.0
	TCP/IP
	

	Linux RedHat 
	6.2
	Great Plains
	6.0
	Remote Access
	

	
	
	Adobe Photoshop
	6.0
	Cisco VPN Client
	4.1

	Databases
	
	Peopleclick
	
	Trend Micro OfficeScan
	5.0 – 5.58

	MS SQL
	7.0 / 2000
	Interwise
	
	Veritas Backup Exec
	9.1

	MS Access
	2000
	Norton Ghost
	
	
	

	
	
	iManage Portal
	
	Telecom
	

	Languages
	
	OpenMarket
	
	Lucent Intuity Voicemail System
	

	Visual Basic
	6.0
	
	
	Merlin Legend Telephone System


	

	HTML
	
	
	
	
	

	
	
	
	
	
	


Additional
· Employee Recognition Award


Liberty Mutual Insurance (1998)
· Employee Recognition Award 


Liberty Mutual Insurance (1999)
· Significant Achievement Award 


Liberty Mutual Insurance (1999)
· Sustained High Performance Award 
Liberty Mutual Insurance (2000)
· Volunteer Mathematics tutor



Hamilton Adult Education (2000)
· Received performance bonus every eligible term at Valtech
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