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I.T. Helpdesk/ Customer Service
Experienced and dedicated Data Analyst with several years of experience identifying efficiencies and problem areas within data streams, while communicating needs for projects. Adept at receiving and monitoring data from multiple data streams, including Active Directory, Service-now, and Excel data sources. Bringing forth the ability to synthesize quantitative information and interact effectively with colleagues and clients. Proven track record of generating summary documents for account management for monthly and quarterly audit and compliance reporting.
WORK EXPERIENCE

I.T. Helpdesk Support         	                 Atos Syntel Tech Inc., Philippines	May 2019 – Feb 2021
((Atos|Syntel is a leading global provider of integrated information technology and knowledge process services)
· Handles Active Directory for account activation, password reset, unlock account and Look up tools navigation. To ensure End user can log back into their account or to access the application needed.
· Troubleshoot applications: Outlook email, and other company Apps. Making sure End user can access E-mail source for daily activity.
· Using Service Now as ticketing tool, viewing different task and ticket status. To deliver and create ticket in every call, provide ticket number reference either resolved or transferred ticket.
· Skype for Business, Microsoft Team's and internal software (Dame Ware) access. To remote End user's PC if admin access is needed for troubleshooting. This resolves application and other troubleshooting concern.

Customer Care Executive		HCL Technologies Philippines Inc.  	      Jan 2018 – Jun 2018
(HCL provide innovative, professional and personalized services to clients, associates and employees)
· Analyst for DME (DURABLE MEDICAL EQUIPMENT): Monitor order status either received replacement or return, to create report on the equipment needed.
· Ticket update: Sending email for support group regarding status of order/supplies.
· Insurance and verification support: To update account information if there's a change on the current insurance applied. Allows member to use the insurance needed on the spot.
· Certificate update: Check and update Rx (prescription) sent by the doctor or provider. Assurance to get the service immediately.

Service Desk Analyst 	Cognizant Technology Solutions Philippines Inc.      Sep 2013 – Jul 2017
(Cognizant dedicate business process and technology innovation know-how, deep industry expertise and worldwide resources to working together with clients to make their businesses stronger.)
· Received calls, chat and emails from End user. When caller ask for assistance to get back to their account if status is locked or need a password reset. If unable to verify caller resolution is to contact the direct report or send an email for approval for the request.
· Ticket creation and troubleshooting in every call. Guide and troubleshoot application issue and create an incident ticket for reference on every call, chat or email received.
· If unresolved issue reach out the next level support for escalation after troubleshooting was done. Proper documentation, assets and screenshot needs to be attached.

Consultant	Sutherland Global Services Philippines Inc.  	Nov 2012 – Sep 2013
(Sutherland Global Services Inc. rethinks and rebuilds processes for the digital age by combining the speed and insight of design thinking with the scale and accuracy of data analytics.)
· First call resolution: Worked well independently and on a team to solve problems. Reach out team lead or support if needed after troubleshooting.
· Update caller and email status: Organized and prioritized work to complete assignments in a timely, efficient manner.
· Troubleshooting Application: Worked with a strong attention to detail and excellent record-keeping abilities.
· Fully engaged with team members to achieve the highest levels of productivity. Advised manager for the call status if ticket needs to be escalated.

EDUCATION & PROFESSIONAL DEVELOPMENT
Systems technology institute
[bookmark: _GoBack]Associate Degree/ Short Course Certificate in Computer Science/Information Technology | Philippines										Aug 1994 – Jun 1995

Courses:
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· Overview of the ITIL® Service Lifecycle. www.skillsoft.com 
· ITIL® Service Strategy Processes. www.skillsoft.com 
· ITIL® Service Transition Concepts and Processes. www.skillsoft.com 
· ITIL® Service Strategy Concepts. www.skillsoft.com 
· ITIL® Service Operation Processes. www.skillsoft.com 
· ITIL® Service Operation Concepts. www.skillsoft.com 
· ITIL® Service Design Processes. www.skillsoft.com 
· ITIL® Service Design Concepts. www.skillsoft.com 
· ITIL® Continual Service Improvement. www.skillsoft.com Aug 3, 2021 
· ITIL® 4 Foundation: Introduction
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Software skills:



· Active Directory
· Microsoft Office
· Operating Systems
· Service-Now 
· Software Troubleshooting
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· Customer support /IT Support








