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OBJECTIVE
														To find an environment where I can showcase my extensive and innovative skills and knowledge, while improving my skill-set and advancing my career.

PERSONAL INFORMATION

Date of Birth:	January 24, 1992		Height:	149 cm
Civil Status:	Single				Weight: 63 kg
Nationality:	Filipino	

SKILLS AND QUALIFICATIONS


· Can interact with people effectively, a team player and supports group ideas and puts group goals ahead of own goals.
· Adheres to organizational policies and procedures
· Sets and maintains high performance standards
· Sets priorities and work responsibilities to achieve objectives
· Able to adapt with the environment  and deal with changes
· Can handle pressure and stress  while maintaining performance

PROFESSIONAL EXPERIENCE

TPG Telecom

TPG IT NOC Operator						February 2021- Present

· Work on 24/7/365 shift rotation roster.
· Monitor TPG group national IT Network.
· Raise incident tickets in response to monitoring alerts and reports from internal/external customer reports.
· Work with internal and external engineering teams to resolve outages.
· Manage and communicate the incident as per incident metric and guidelines.
· Maintain your technical capability by constantly learning and keeping up to date with TPG’s product and services.
· Provide excellent customer service to internal and external stakeholders.
· Hands-on coordination and escalation of network and escalated customer incidents.
· Ensure business process compliance


TPG Private Cloud- Support Engineer				September 2017 – February 2021

· Provide support to end-users from various organizations on various services not limited with the following: 
· Citrix Workspace and Citrix Desktop/Application support and management
· Networking - first level diagnostics and troubleshooting on VPN connectivity, xDSL, EFM, Fibre, 3G, CISCO, Huawei, Onecell,
· Microsoft applications, client specific applications, network printers, local services, etc.
· Ensures 99.9% or greater availability of Cloud Infrastructure by proactively conducting performance monitoring and by tuning/adjusting as necessary.
· Windows/ Linux Server performance/availability
· Disk Volumes
· CPU load
· Memory usage
· Application performance/ availability
· Network link problems and anomalies
· Email Filter (SpamTitan)
· Provides effective support by researching and analyzing issues or requests to determine server (hardware and software)/application related implications, submitting reports and effectively communicating with all impacted parties and by troubleshooting and resolving issues with a sense of urgency to minimize any system downtime.
· Facilitate escalation of service interruptions and potential Cloud/IT infrastructure-affecting issues to internal and external support (Network Engineers, ISP, vendor support).
· First level support of the company’s main monitoring tool Solarwinds. This includes maintenance and configurations.
· Provide end-user assistance as needed, including monitoring emails, working on requests, incident or problem tickets.
· Logs, accurately tracks and documents all work within ticketing system. (Manage Engine Service Desk, Jira Service Desk)
· Create Knowledge Base articles of operational tasks to streamline support and empower our team to resolve issues on a first call basis.

TELUS International Philippines
Operations Technical Support Rep I			February 9, 2015- August 2015
Operations Technical Support Rep II			August 2015- Present

· 24/7 operation of technical support to British Columbia and Alberta of Canada
· Gather customer’s information and determine the issue by evaluating and analyzing the symptoms;
· Responsible for providing troubleshooting support to basic internet connectivity, IPTV, email clients, and security issues through inbound calls
· Offer alternative solutions where appropriate with the objective of retaining customers’ and clients’ business;
· Follow up and make scheduled call backs to customers where necessary;
· Identify and escalate priority issues per Client specifications;
· Data collection and analysis for continual process improvement
· Reports  unplanned outages
· Stay current with system information, changes and updates

Hewlett Packard (HP) Philippines 
Operation Support Lead Engineer				February 3, 2014- February 2015 
IT Global Operation Center

· Incident Management or Incidents Response Team (unplanned interruptions ex. IT service quality reduction, configuration item failure).
· To manage the ongoing technology used to deliver and support the services within its agreed Service level of Agreement (SLA) between the business and clients.
· Ensures that the incidents are being route to the correct delivery team within its time target objective.
· Escalate incidents in most cases with response to its impact and its urgency setting its priority level. 
· Proactive monitor all incidents with the least Time to resolve to avoid breaches.
· Logging, Categorization, Coding and processing Incident, work orders and service request.
· Monitoring Incident Automation that requires manual input response.
· 24/7 operation with specified clients and Follows the Follow the sun  for global and local accounts handed over to HP costa Rica for the next 12 hrs.

EDUCATIONAL BACKGROUND


TERTIARY
Bachelor of Science in Computer Engineering
PANGASINAN STATE UNIVERSITY
College of Engineering, Architecture and Technology
2008-2013	

Master in Business Administration
URDANETA CITY UNIVERSITY
Graduate School
2018- Present

I hereby certify that the above information are true and correct according to my knowledge and belief.
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