Ma. Lourdes Castle
Manila Philippines 1004
Mobile No: +639611611096 / +639668127007
Skype: lourdescastle
E-mail: descastle@gmail.com

     
Professional Experiences

August 2020 – Present			Premier BPO

IT Service Helpdesk Ticket Coordinator	(MSP campaign)
· Review incoming service request, utilizing the skillset matrix, shift schedule and assign appropriate Service Desk Professional.
· Track inventory arrival, preparation, schedule date and delivery.
· Coordinate timeline for equipment preparations and delivery availability with the assigned Engineer.
· Manage the overall flow of the Delivery Board to ensure service request is in the correct status and up to date.
· Identify and set correct service request urgency.
· Scrub service requests (appropriate status and follow ups).
· Monitor server alerts via Atera and Datto.
· Ensure service request SLAs are met.
· Manage escalations.
· Created a guide for the back up coordinators.
· Works with the Team Lead in auditing Service Desk documents and processes.
· Coach the Service Desk Professionals on the ticket handling.
· Inform the Technical Lead outages/trends for resolution.

February 2015 – December 2019		GMS Global Media Services Pte Ltd 

Senior Technical Support Executive (Deutsche Bank contingent support)

Incident Management Champion
· Assign incidents to AV SL1 agents.
· Ensure tickets are properly closed (followed 3-strike rule and resolution).
· Monitor ageing incidents.
· Conceptualized 3-strike rule for ageing tickets

Change Assurance Manager
· Responsible for the success of the Change.
· Ensure that all the required documents for the Request for Change are attached.
· Check for conflicts and advice the Change Initiator.
Knowledge-Centered Support 3 (KCS3)
· Proactively review Audio Visual Knowledgebase articles and ensure it is up to date.
· Verify all Audio Visual related incident tickets has the appropriate KBA associated to it before closure.
· Prevent retiring KBAs by mistake.
· Create and publish Audio Visual related knowledge articles.
Command Center Agent
· Monitor risk tickets and coordinate with the Global Incident Management team and engage relevant teams on the call.
· Determine the impact and have a priority set for the incident.
· Monitor Command Centre channel for high priority incidents, risks and operation.





Production Monitoring Agent
· Monitor and restart services under End User Computing via Geneos
· Log tickets when an alert arises and assign it to the resolver team to prevent downtime that may have business impact.
· Perform post-test for s/DOD firewall implementation.
· Participate in Business Continuity and IT Disaster Recovery testing.
· Monitor Nectar for voice related critical/major alarms.
· Provision iOS/MacOS in accordance to the bank’s requirements.
· Use Citrix Director to monitor and restart/logoff virtual DoD activities when needed.
· Perform daily health checks for the End User Computing verticals.

Audio Video Operations Centre Agent
· Provide first level of support for video conferencing endpoint and infrastructure problems including Tandberg and Polycom systems.
· Setup and manage Multipoint videoconference, events and town halls using VQ platform.
· Conduct connection test with external sites using different protocols.
· Provision and certify video conferencing units/NUC devices.
· Assist users in troubleshooting and fault finding for the Virtual Meeting Room service.
· Works with AV SL2/SL3 to isolate issue and provide resolution.
· Tripleplay content management

August 2011 – October, 2014		HP Services (Singapore) Pte Ltd (now DXC Technology)

ITO Svc Delivery Rep IV 
· Responsible for the provisioning and administration of employee access to various application and technical platform.
· Provide first-call resolution (Phone and Email) support to resolve technical issues encountered by users
· Communicate effectively with technical and non-technical staff to develop and conduct corrective actions within Service Level Agreement
· Coordinate closely with the backend of support
· Identify trends in reported issues and create a checklist for troubleshooting these issues.
· Provide specialist skills in supporting and troubleshooting network problems and emergencies
· Ownership and maintenance of all incidents throughout the Incident Management processes
· Manage queues within the IT Service Desk and the allocation of inbound requests/incidents to appropriate groups

September 2009 – July 2011            	Telus International Philippines

Business Helpdesk Specialist
· Assist and provide resolution related to ADSL connection
· Provide technical assistance and support to resolve issues related to ADSL connection
· Logged incidents related to network issue
· Assisted clients modify telephone features
· Dispatched onsite service when identified needed
· Floor-support to new hires
· Address the account administrative needs and goals
· Update program/account files and collates team reports for program /account report generation
· Coordinates with Call Center Coordinators and Workforce regarding suspensions, schedule swaps and attrition.
· Configure incoming and outgoing email server.




April 2008 - July 2009                        	Emerio Sdn Bhd 

Technical Consultant (Dell)
· First level phone and email support to home/small business users
· Responsible for configuration of client's equipment to connect to the home network
· Assessing and recommending improvements to network operations and integrated hardware, software, communications and operating systems
· Wireless network setup
· Provides assistance on the installation of external hardware
· Troubleshoot printer related issues
· Manage incidents
· Identify parts to be dispatched
· Cross-reference old part numbers versus the new ones
· Monitor status of parts delivery
· Check parts inventory before dispatch

November 2005 – February 2008    Siemens SBS (Now ATOS)

Technical Support Specialist – Level 2 (Toshiba)
· Resolve faults with the help of solutions or workarounds provided by a Knowledge Management System. In consideration of agreed resolution time, development of work-around procedures / resolutions is possible
· Provide 2nd level support to users
· Acceptance and documentation of incident
· Investigation and diagnosis of fault on a medium and/ or high level of technical details
· Team OIC 
· Give the clients presales information

May 2003 – November 2005		Sitel Philippines (formerly Clientlogic Inc.)

Customer Contact Associate (Technical Support – Dell and Sony)
· Troubleshoot & diagnose different issues regarding Dell and Sony computers specifically for hardware and factory installed software.
· Take escalations and support team members.

Education

Technological University of the Philippines 				
October 2001	
Bachelor of Science in Electronics and Communications Engineering


New Horizons Computer Learning Center of Singapore		
June 2014 – December 2014	
MCSA: Windows Server 2012

ITIL V3 Foundation In Service Management
November 2018

Informatics Philippines						
May 2003                             
Basic PC Troubleshooting & Networking
Workshops/Seminars
Power On with Microsoft Azure Workshop
March 25, 2022
Trainocate – Virtual 

Cloud Practioner Essentials Day
February 15, 2022
AWS Training Center – Virtual
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Skills

Acano Manager
Agile 
Atera
Cisco TMS
ConnectWise
Coordination
Datto
Geneos
Incident Management
Knowledgebase Management
Leadership 
ManageEngine
MobileIron
MS Office 
Nectar
Scheduling 
ServiceNow
Team Player
Video Conferencing Management 




Languages
Filipino
English






