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CAREER SUMMARY

Experienced Information Technology manager with outstanding customer relationship skills.

Qualifications include:
· Extensive knowledge of Onsite Desk Support, Service Desk, Remote Desktop support, Data Centre Management, Trade Floor support, Software and Hardware troubleshooting, Project Management implementation
· Outstanding multitasking and problem-solving skills
· Vendor management
· Excellent communication skills – Fluent in English and Filipino
· Willing to travel or relocate if necessary
· ITIL V3 certified

PROFESSIONAL EXPERIENCE



Head of IT Operations and Technical Support (Manager) - Bank of China Manila Branch Limited January 2021 – Present

· Currently Head the IT operations team in Bank of China which includes the IT Helpdesk and Onsite IT
· Manages the Infrastructure for the bank
· Provides policies and procedure for the IT space that includes compliance, IT operations and process
· Coordinates with the vendors to procure IT assets like hardware and service support
· Coordinates with other business units in deployment of IT projects like PDS system, Bancnet, Pesonet, etc.

IT Operations and Helpdesk Manager – CIMB Bank Philippines Inc.		September 2018- January 2021

· Manages the following IT Operations role: Access Management, Incident Management, Asset Management and implementation of IT project Management
· Currently Handles the IT Infrastructure management of the CIMB Bank in the Philippines. Managing to Datacenter sites, the Headquarters in Manila and the DR site in Carmona
· Procurement of IT assets like Servers, Firewalls, Laptops, Desktops, Phones, Etc. Handles also the payment for IT services like ISDN phone lines, internet services, tape library and DR site service
· Process also the Debit Cards Operations in coordination with LBC and Air21 (courier services) 
· Full coordination with the HQ in Malaysia on the technology requirements, system changes and application support


IT Support Manager - Macquarie Offshore PTY Ltd.				 August 2013- August 2018

· Managed local IT support team for office of over 1,500 staff as well as a smaller site. Team handles over 250 tickets per month including ‘walk ups’ to our support desk as well as service at the staff’s work position. Support provided includes Laptop and Desktop rebuild, Software and Hardware troubleshooting, Data center management, access management
· Provided support of trading room floor in a backup role as well as temporary assignments in Hong Kong and Singapore. Assisted users in dealing room setup / application install and troubleshooting. 
· Performed data center support such as server racking, network patching and overall maintenance
· Coordinated procurement of IT equipment (end user and server/comms room) as well as asset disposals. Involved extensive work with external vendors. 
· Implemented and supported new technology such as MS Office 365, corporate iPhones/Androids using Airwatch, Cisco video conferencing, Webex and Avaya systems

Service Desk Team Leader	- 							  March 2012 - August 2013
  Fujitsu Philippines supporting Fujitsu Australia and New Zealand

· Managed team of 14 Service Desk agents providing concurrent support of six external customer accounts.
· Provided support of voice-related services and backend processes. 
· Met / exceeded all SLA’s and customer KPI’s in conjunction with onshore counterparts in Australia

Remote Desktop Management; Desktop Engineer (Level 2 and 3) - 	   	  August 2010 - March 2012
  Hewlett Packard Asia Pacific		

· Performed remote desktop assistance to install SOE software and troubleshoot using Citrix-based application (OMC), SM7, Windows Server
· Provided Blackberry Enterprise administration including activation, creation and troubleshooting  
· Installed Microsoft exchange and Lotus Notes and supported exchange migration  
· Conducted basic Blackberry training for IT Service Desk (Level 1 support)

Mobile Helpdesk Technical Support – Globe Telecom			       September 2002- August 2010

· GPRS and MMS troubleshooting for mobile phones, email client configuration, mobile dongle setup and configuration
· Blackberry Support (Certified Blackberry Level 2 support)
· iPhone Support (Certified by Apple for Level 3 support)

Credit Officer	- Citibank							          April 2002 – September 2002

· Processed loans
· Performed credit investigations

Education

BS - Industrial Design (Dean’s List), De La Salle University, College of St. Benilde   		     1998-2002
 


