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Professional Summary:
Results oriented IT professional with over 13+ years of experience in IT Operations ranging from Local Site IT Support, Technical/Service Desk Support to ITIL based IT Service Management role, equipped with wide range of technical knowledge and leadership qualities that is critical in delivering valuable performance. 

Key expertise:
· [bookmark: _Hlk53177715]IT Infrastructure Management (Network)
· IT Service Management
· Service Level Management
· Leadership
· Subject Matter Expert
· Process Improvement
· Project Management

CAREER HIGHLIGHTS:

IBM Business Services				                             August 2015 – Present

Network Support Specialist

· [bookmark: _Hlk53177931]Perform tasks such as analyzing, testing, and troubleshooting network systems, including but not limited to routing, switching and security systems (firewall, web security) utilizing Cisco devices.
· Monitor network components (Network Circuits, BGP Peering, Applications etc.)
· Vendor management – work with various service providers in activating, managing and fixing issues with circuits, client managed network services, network devices etc.
· Provision network device for hardware refresh, new installation and decommission.
· Create and update documentation related to network (Job aids, Network diagrams etc.)
· Provide guidance to client/stakeholders on their infrastructure related queries.
· Implement local network change and represent local and global network CAB (Change Advisory Board) meetings.
· Serves as a focal for IT Security – remediate identified vulnerabilities in network devices and comply to local/global IT security requirements

IT Service Management - Account IT
· [bookmark: _Hlk53178917]Primarily manage Problem records, Change requests and Major Incidents. 
· Lead and participate in IT Service Management and IT Process optimization activities
· Working in collaboration with local and global infrastructure teams and delivery centers.
· Service Level Management with stakeholders of the business.
· [bookmark: _Hlk53178988]Conduct workshops to analyze the client's business processes to find improvements as well as documenting business requirements

IT Service Management - AdviseHR IT SME

· Manages technical concerns of AdviseHR applications (Siebel, Zendesk, Incontact)
· Major Incidents coordination to various infrastructure and application support groups.
· Creates and maintains the Disaster Recovery prioritization matrix in BCP scenarios (DR Avaya IVR call flow, Call Agent readiness)
· Oversee and provides IT support for weekend changes related to AdviseHR IT applications.

Tata Consultancy Services				August 2013 – June 2015

IT Analyst - Technical Lead

· Primary role – Team Lead
· Manages Service Desk team – Performance management of subordinates and SLA management.
· Escalation management
· Liaise with the client and senior management to discuss updates to new services or upcoming deployments
· Subject Matter Expert – Knowledgeable with all the processes involving support

Atos (formally Siemens IT Solutions and Services)		November 2008 – July 2013

Technical Support Specialist Level 3 (Tier 2)		March 2013 – July 2013

· Incident Handling: Call Acceptance / Detection, Triaging, Recording and Dispatching only when triaging & advanced diagnostics fail. 
· Perform advanced triage remotely to assess the problem faced by the customer/user and to resolve them remotely by minimizing the need of an on-site technician to be present at the customer/user.
· Direct end users remotely by phone or remote control of the end user clients to perform, diagnosis of client hardware (desktop and laptop) or software issues to identify failed components using OEM and or 3rd party diagnostic utilities. 
· Provide technical updates to L1 agent
· SLA management and Continuous Service Improvement

Technical Support Specialist Level 2 (Tier 1)	                                November 2008 – March 2013

· Provide first-level contact and problem resolution for all users with hardware, software and applications problems. 
· Provide accurate and timely logging of problems and resolution for problems in the Clarify problem management database.
· Diagnoses and resolves end-user network or local printer problems, PC hardware problems and mainframe, e-mail, Internet, dial-in and local-area network access problems.
· Coordinates timely repair of IT infrastructure related services.
· Performs minor desktop hardware repair for PC computer equipment and peripherals that are not covered by third-party vendor maintenance agreements.
· Assists Network Technicians in creating materials for end-user frequently asked questions (FAQs).
· Assists the immediate supervisor in quality monitoring, root-cause analysis and mentoring fellow colleagues regarding various metrics.

Convergys Philippines Inc.				                   March 2008- November 2008

Technical Support Representative

· Provide client support and technical issue resolution via email, phone and other electronic medium to consumers in the US. 
· Configuration of client’s equipment to connect to the Internet via modem/DSL Router (DSL customers only). 
· Configure software to connect to Internet application servers.


Sykes Asia Inc.						           August 2007 - March 2008

Junior Site IT Associate

· Onsite desktop support for various hardware and software concerns. Role includes network, telephony and systems maintenance 

						             		           April 2006 - June 2006

IT Department Trainee

· Provide assistance and receives training on various IT department processes.
· Observes experienced workers to acquire knowledge of methods, procedures, and standards required for performance of departmental duties.


CERTIFICATIONS

ITIL v3 2011 Foundation Certified
EXIN, April 2014

Cisco Certified Network Associate (200-125)
November 2019
EDUCATION and TRAINING

Bachelor’s Degree:
BS Information Technology, University of the East, Manila,
June 2005 – May 2007

Trainings:
· TipidPC Windows Server 2003, Active Directory Implementation and Administration
· IT Network and Telephony Training - Atos-CFG LIPS (Leadership and Internship Program for Service Desk)
· ITIL v3 Foundation 2011 - SimpliLearn Training
· Green Belt Six Sigma – TCS Internal training for Technical leads
· CCNA Routing and Switching Bootcamp – Ironlink 
· Architecting in AWS: Preparation for AWS Solutions Architect Certification – Accumen Training Solutions




Projects
Network Team Knowledge Management (2019)
· Aimed to streamline the process of handling network concerns of all network team members.
· Led the team in processing the job aids and process flows that the team must follow on each issue being encountered.

Network Troubleshooting Artifacts Gathering Automation (2020)
· Automate the process of getting the necessary artifacts in troubleshooting network related issues, cutting the processing time in half.
· Output is via Slack and developed using Python (Netmiko/Paramiko)
· Led the project team members ensuring the project timeline is met. Participated in developing major parts of the script.

Hardware and Software Background:
· Windows Server, Active Directory Management 
· Citrix Apps and VCS 
· Linux/UNIX
· Remote applications – Team Viewer, CF1, Webex, IBM Ayudame 
· Software Management apps 
· MS Office – Word, Excel, Powerpoint, Visio 
· MS Sharepoint 
· Windows OS  
· InContact (Central, Studio)
· Avaya CMS 
· Computer Hardware
· Polycom 
· Avaya 
· CRM Apps – Remedy, Siebel, Clarify, Zendesk, Codesk, ServiceDeskPlus

Infrastructure Management - Networks
· Cisco Routing and Switching
· Network Management Tools - Cisco ISE, DNA Center and WLC
· Network Monitoring Tools: OpManager, WhatsUpGold and PRTG
· Bandwidth Management Tools: Symantec Packetshaper
· Firewall: Cisco ASA, ASDM and Firepower
· Web Security Tools: Symantec ProxySG, Cisco SMA and WSA, Zscaler

Coding/Software Development
· Python

Cloud Technologies
· Amazon Web Services (AWS)

ADDITIONAL INFORMATION

Birthdate: November 6, 1986 
Birthplace: Paranaque City Metro Manila, Philippines

CHARACTER REFERENCE – Available upon request.

