





JOCELYN B. ARREZA
Mobile Number:  09285380847
Email Address: jbarreza@gmail.com
	



OBJECTIVE:

· To seek for a continuous professional growth and a long term, stable career in a dynamic and progressive working environment. 


EDUCATIONAL BACKGROUND:

MAPUA IT Center
Certificate of Completion - CISCO exploration 4 ver.4 (WAN Access)

	University of the Philippines
Certificate of Completion - CISCO exploration 3 ver.4 (Switching and Wireless)
	
	AMA Computer College
	Bachelor of Science in Computer Engineering
	Graduate, 2002-2008


WORK EXPERIENCE 

DEUGRO FREIGHTS & LOGISTICS
Madrigal Avenue                          Global IT Service Desk Analyst
Alabang, Muntinlupa City
October 2021 – up to present

GENPACT SERVICES LLC		Retail Bank – Phone banker
1st Floor 5132 Bldg.			Citibank North America 
Northgate Cyberzone
Filinvest, Muntinlupa City 
September 2020 – October 2021

GENPACT SERVICES LLC		IT Service desk/Desktop Analyst
2nd Floor 5132 Bldg.			Wells Fargo Technology Connection 
Northgate Cyberzone
Filinvest, Muntinlupa City 
January 30, 2018 – September 2020

GENPACT SERVICES LLC		Global IT Service desk Analyst
2nd Floor iHub Bldg.			The Coca-cola Company
Northgate Cyberzone
Filinvest, Muntinlupa City 
ROLE:

Act as a technical consultant on all user's interaction (call, email, chat), treating each contact as an opportunity to provide customer satisfaction.
Provide applications support and guidance on features, functions, and use of products and versions
Incident and Requests fulfillment by ensuring the approved process is completed or dispatching to Customer's service provider to complete the process.
Solution adoption consultation assists in minimizing risks due to change in Customer environment impacting Customer User's experience with and/or expectation of IT.
Provide customers with a solution through information gathering, analytical troubleshooting and problem research, or to route or escalate the call or email to the appropriate resolution group.
Escalation and management of calls and emails to agreed service levels
Identify, analyze problems and recommend improvements identified in their own are of responsibility, and implementing those with a recognized business benefit.
To undertake such other tasks that may be assigned which is consistent with the nature of job and its level of responsibility.
Supports SAP, AS/400, Microsoft Exchange ActiveSync, Office365 platforms, Windows 7, Windows 8, and Windows 10 platforms.
Assist end-users with password concerns.
Perform troubleshooting via Bomgar or provide remote support assistance to end-users.

May 14, 2014 – January 28, 2018

Convergys Corporation		Technical Support Associate Level II
12th Floor Vector 3 Bldg.	Optus Telecoms
Filinvest, Muntinlupa City
January 9, 2012 – May 11, 2014

ROLE:

Provides front line technical assistance for smartphone issues such as coverage, email, internet, sms, mms, call diversion, and voicemail on 2G, 3G, 3G+, and 4G platforms.
Walks customer through in performing Apple Iphone backup and restore as well as phone activation.
Supports Android, IOS, and Blackberry platforms.
Blocks and unblocks IMEI numbers and unlocks phones from the network.
Runs coverage check and ensures connectivity by disconnecting and connecting to a working tower.
Investigates possible tower failures and check for future tower upgrades.
Logs a congestion report and a mapped low coverage area based on customer’s location. 
Creates tickets for unresolved issues and assigning to back support technicians.
Ensure customer’s internet connection on their wireless modems or usb dongle.
Troubleshoot customer’s browser issues and ensures email security. 
Supports Mac and Windows platform.
Supports different email clients.
Currently supporting AWS, Windows 7, 8, and 10 Operating systems

APAC Customer Services, Inc.          IT Analyst/Back office support
Lot 1 CyberPark, Araneta Center
Cubao, Quezon City
March 31, 2010 – May 5, 2011


LANGUAGE: Filipino and English


SKILLS:
	
Capable of PC troubleshooting (Hardware and Software)
	Has strong background in electronics technology
      	Has the ability to configure and troubleshoot computer and computer networks.
	Strong background in computer networking	
	Strong background in Telecoms and Broadband network		
Good communication and interpersonal skills
Has the ability to cope and get along with people of different culture.

AWARDS AND CERTIFICATIONS

Certificate of Completion: CISCO 1 Networking Basic (CISCO Networking Academy Program)
				
Certificate of Completion: CISCO 2 Routers and Routing Theory (CISCO Networking Academy Program)
        
	Certificate of Completion: CCNA 3 Exploration LAN Switching and Wireless (Cisco Networking Academy Program)

Certificate of Completion:  	  CCNA 4 Exploration and Accessing the WAN (CISCO networking Academy)
                       
Microsoft Certified (MCDST):  Microsoft Certified Desktop Support Technician for Windows XP
        

	Information Technology Infrastructure Library (ITIL) v3 Certified



	
I hereby declare that the above information is true and correct to the best of my knowledge.


Jocelyn Babael-Arreza


Classification: Genpact Public
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