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	OBJECTIVE

	
	To obtain a position as a Computer Support Technician.

	

	WORK EXPERIENCE

	
	CLIENT SERVICES TEAM LEAD – SOUTHEAST

	
	Standard Pacific Homes
	Tampa, FL
	May 2004 - Present

	
	· Utilize Remedy and Crystal Reports to obtain statistical information on daily workload of staff

· Manage day-to-day responsibilities of technicians located in the Southeast region
· Create and revise documentation utilized by the Help Desk and Client Services teams
· Provide assistance to other technicians in creating documentation and resolving technical issues

· Determine process improvements for the Client Services team along with the other team leads

· Work with other teams within IT organization to resolve user requests and improve processes

· Provided management with assessment of hardware, software and training needs of an acquired company and proposed a plan that was adopted with few changes from management.

· Assisted with division office expansions/moves with concurrent VOIP implementations for 5 divisions across the country

· Provided on-site VOIP training to three divisions and Orientation training to one division; all in small group settings

· Provide hardware and software support to on-site and remote users at all levels

· Create, modify and disable Active Directory, Postini and RightFax accounts per corporate policies 
· Work with other team leads to determine software and configuration settings on the corporate computer image 
· Review corporate computer image for quality assurance

· Utilize LanDesk to push software, remote control machine, research computer information, and pull reports 

· Spent two weeks in California to provide on-site assistance to another technician to catch up on outstanding requests
· Participated in Windows XP upgrade project to facilitate a standardized environment

	
	

	
	PC SUPPORT SPECIALIST – TEAM LEAD

	
	Washington Mutual Finance
	Tampa, FL
	January 2001 – May2004

	
	· Provided face-to-face and phone support to users at all levels of the organization

· Installed operating systems and software products

· Performed troubleshooting to resolve hardware and software problems

· Aided various internal departments in determining hardware and software needs

· Researched and test new technologies and software to meet business needs

· Purchased new hardware and software products at lowest possible cost

· Planned and implemented Windows XP Rollout

· Documented Standards and Procedures for the client-server environment

· Reported call statistics and daily operations status to management using Crystal Reports

· Conducted testing prior to upgrade to Rapport 4.0 used to manage and support WYSE Thin Clients

· Implemented SUS to aid in maintaining up-to-date service packs and security updates

· Performed server-side upgrade to HEAT 7.0

· Implemented Layton Technologies AuditWizard for SQL Server to aid in hardware and software tracking

· Represented PC Support group on various ad-hoc teams to resolve problems with daily branch production

	
	

	
	PROJECT COORDINATOR

	
	Washington Mutual Finance
	Tampa, FL
	March 2000 – January 2001

	
	· Coordinated and tracked various acquisitions

· Interfaced with external companies to resolve difficulties with acquisition 

· Assisted in data analysis for acquisition purposes

· Developed databases for large acquisition and to track acquisition status

· Produced PowerPoint presentations for internal and external corporate meetings

· Filed, answered phones, scheduled meetings, and ordered supplies

	
	

	
	INSTRUCTOR

	
	New Horizons
	Tampa, FL
	February 2000 – March 2000

	
	· Prepared and delivered lesson plans to individuals and corporate users

· Courses Taught: Beginning Word 97, Intermediate Word 97, Beginning Word 2000, Intermediate Word 2000, Beginning PowerPoint 2000, Windows 98 Basics, Beginning Outlook 2000, Beginning Outlook 98

	
	

	
	STUDENT ASSISTANT

	
	Stetson University
	DeLand, Florida
	August 1996 – December 1999

	
	· Trained new assistants

· Instructed and supervise students on use of lab equipment and software application

· Assisted Professors with creating PowerPoint presentations, grading assignments and exams, and posting results
· Interfaced with Computer Information Technology department on coordination of various types of equipment

	

	
	INFORMATION SYSTEMS INTERN

	
	Hewitt Associates
	Orlando, Florida
	May 1999 – August 1999

	
	· Used trouble-shooting skills to eliminate problems on network and personal computers 

· Installed hardware and software for employees within company 

· Helped the company move to a new location


	SOFTWARE APPLICATIONS
	

	
	· Microsoft: Word, Excel, Access, PowerPoint, FrontPage, Project, MapPoint, Publisher, Outlook, Visio, Internet Explorer, Software Update Services (SUS), Active Directory
· Lotus: Notes, AmiPro, Lotus 1-2-3, Freelance, QuatroPro, Organizer

· Symantec/Norton: Antivirus, SystemWorks, Ghost

· Adobe: PhotoShop, Acrobat, PageMaker

· Intuit: Quicken, TurboTax

· Corel: WordPerfect, Presentations, CorelDraw

· Netscape: Communicator, Composer

· Macromedia: Director, Dreamweaver

· Other: Eudora, WS-FTP, WinZip, WordStar; FrontRange HEAT, AuditWizard, SecuRemote, Rapport, PCi CRA Wiz, Crystal Reports, ViewLink Disbursements, Recon


	OPERATING SYSTEMS
	

	
	Windows 3.1x, Windows 95, Windows 98, Windows ME, Windows NT 4.0 Workstation, Windows 2000 Professional, Windows XP Professional, Windows Vista, Windows NT 4.0 Server, Windows 2000 Server, Windows Server 2003


	EDUCATION
	
	

	
	Bachelor of Business Administration
	Stetson University
	DeLand, Florida

	
	Major:
	Management
	Overall GPA:    3.222

	
	Minors:
	Information Technology, Business Law
	IT Minor GPA: 3.93


	TRAINING
	

	
	· ExecuTrain:      A+ Certification Training: Basic PC Hardware and Operating Systems

· TechSherpas:    Implementing and Supporting Microsoft Windows XP Professional

· MindLeaders:   Windows XP Professional MCSE 70-270: Installation

· MindLeaders:   Crystal Reports 8: Getting Started

· MindLeaders:   Crystal Reports 8: Designing a Report

· MindLeaders:   Networking Essentials: Terminology

· MindLeaders:   Networking Essentials: Standards

· MindLeaders:   Networking Essentials: Planning a Topology

· AMA:               Managing Today’s IT and Technical Professionals

· KEDARit:        ITIL Foundations

· YCA:                Project Success Training 

· New Horizons: Managing a Microsoft Windows Server 2003 Environment


	CERTIFICATIONS
	

	
	· Help Desk Analyst

· ITIL Foundations 


