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NARCISO, CHRISTIAN GIFF | ITIL v3
210 Tatiana St., Villa Amor Uno Subd.
Batasan Hills, Quezon City

Tel. No. 442-7123/ 0926-7285631
iannars@yahoo.com

WORK EXPERIENCES:

Concentrix – June 8, 2020 to Present

5th. /F Techno Plaza One Bldg. Orchard Rd, Eastwood City Cyberpark


188 E. Rodriguez Jr. Avenue Bagumbayan Quezon City

Advisor I, Technical Support / Helpdesk Analyst - SYNNEX

Responibilities

· Provide technical assistance to Synnex US and Canada employees.
· Provide support to resellers and vendor of Synnex US and Canada.
IQOR (Philippines) Inc. – July 23, 2019 to March 20, 2020

6th floor SM Fairview Belfast road Quezon City

Technical Support Specialist – DirecTV


Responsibilities
· Provide technical assistance in all DirecTV issues/concern

· Provide billing info and support
Manulife Financial – March 31, 2010 to April 18, 2019
Manulife Building, UP North Science & Technology Park, Commonwealth Ave,              Diliman, Quezon City 1101
Team Leader – IS GSD Group Functions Application Support

April 2, 2018 – April 18, 2019
Team Leader – DIS GSD Systems Administrator

April 17, 2017 – March 30, 2018

· Effectively partner with the IS Operations Manager to formulate tactical and strategic plans to meet and exceed Service Level Agreements with the business unit.
· Effectively manage daily operations on the team assigned by coordinating efforts with peers onsite and multisite.
· Provide input to management with respect to staff performance; identify training gaps and development opportunities. Provide PA feedback on each associate for supervisor to complete semi-annual PA.
· Liaise with supporting departments to optimize service delivery; coordinate and relay information; identify potential problem areas and resolve or escalate them.
· Review, collect, and summarize Quality Control and Business reports.
· Review attendance and performance incentives of the team
· Manage and participate in projects and other duties as required.
· Discuss Business Unit feedback on a real-time, daily, weekly, and monthly basis with the team
· Work closely with the training departments to support ongoing training initiatives for the team.
· Partner with HRM with regard to HR issues and concerns including disciplinary action cases.
Team Leader - Remote Support Services
March 31, 2010 – April 14, 2017

Responsibilities

· Provide direct oversight of staff productivity and effectiveness in delivering services
· Review all training and process materials as they are published/communicated for clarity; deliver feedback as situation warrants.
· Ensure staff is trained in, and understands, all department policies, processes, scheduling, and best practices.  Ensure new and updated processes are smoothly integrated into daily routine.
· Use existing monitoring tools (Avaya IQ, Desktop Wall board, Service Now work queues) to assess level of staff productivity on regular basis.
· Perform concise staff attendance monitoring; ensure it is recorded daily (scheduled and unscheduled days out, as well as instances of tardiness).  Inform and review with MBPS manager as necessary.
· Communicate with manager, in an open and clear manner, events of consequence concerning staff performance, adherence to process, attendance, and “pulse” of working environment – be aware of trends that effect performance.
· Ensure System and Tool Set outages are reported in an urgent manner to pertinent service support teams
· Act as focal point for escalated customer issues as necessary, participate in interviewing candidates for hire as necessary.
· Perform QA functions on assessing proper ticket and phone etiquette.
· Engage in meetings to discuss topics of interest including but not limited to productivity, effectiveness of service delivery, process additions/updates, staff morale, etc.
· Help take customer calls during times call volumes spike due to major issues or outages. Working on any MBPS specific function – this role is dedicated to work solely on support of Helpdesk oversight and administrative needs.
· Working with HR related staffing items, such as salary tracking, disciplinary action, etc.
Technical Lead - Remote Support Services
Responsibilities

· Coaching and mentoring team members
· Ensuring procedures are accurately documented and followed
· Processing more complex tasks
· Generating reports and metrics
· Performing other tasks as delegated by Team Lead/Manager
· Provide positive reinforcement and constructive feedback to motivate team

· Process ID admin tasks

· Escalate complex problems to the next level of support as dictated by process and procedures

· Initiate or assist in the maintenance of procedural documentation

IT Specialist – Remote Support Services
Responsibilities
JHFN ID Administration

· Responsible for managing and executing daily service requests for additions, deletions and modifications of user accounts and groups, as well as access privileges for the centrally managed business applications and related security services for internal and external users.
· Ensure that the needed approvals and details/information for the requested access is obtained and Serves as the first pass checking of the requests to secure approvals and details are all clear and complete.
· Create, Modify and Delete accesses for the users in Active Directory and other applications.
· Appropriately fulfill the approved requests within an agreed scope and time.

· Troubleshoot, manage and maintain security and access privileges for system IDs, directories and access groups.
· Capable of handling emergency termination and expedited setup requests.
Technical Support / Help Desk

· Provide a customer/users focused single point of contact for IT services and support via phone and remote support.
· Resolve/answer every caller’s issue/question during the initial call and/or provide them with the appropriate point of contact best suited to provide them with the answer/information they need.
· Ensure rapid, effective resolution and/or escalation for a wide variety of hardware and software related issues. To ensure customer satisfaction.

· Provide superior technical support and coordinating support efforts with other technology organizations
· Handle and assign service request tickets. (Queue management)

· Create Service Now tickets both for Request or Incident.
Trainings (MBPS) – Technical and Leadership
· MAC OS X Basic Troubleshooting - Aug 1, 2016

· Business trip training (Boston Mas.) - Sept 12 - 25 2015
· ITIL Foundation Certified in IT Service Management – May 2013
· Problem Solving and Decision-Making Training - Feb 20 - 27, 2013

· Presentation and Communication: The Manulife Way Feb 4 - 11, 2013

· People Leader Series: Career Development and Coaching Workshop - August 3, 2016.
· UNIX Training – 2012
I-ZONE TECHNOLOGIES
17th flr. Orient Square Bldg., F. Ortigas Jr. Ave.,
Ortigas Business District, Pasig City Philippines 1605

Technical / Billing Support Representative

May 29, 2007 – June 21, 2008

· The position is responsible for providing technical support for all the software available from the websites MP3MusicHQ, Freedownloadzone and MP3DownloadHQ. The positon also provides Billing support for susbscribers who want to cancel or discontinue the service and for verification of charges and updates of the subscribers account information.
Escalation Specialist

June 22, 2008 – October 2008

Tasks and Responsibilities

· To resolve emails received in Cerberus not later than 24 hours

· Ensure TFNs are working by conducting hourly test calls

· Monitor Servers through OP Manager notification system

· Ensure Websites are accessible for downloads and registrations

· Monitor Call Center Tools / Apps are working

· Address cancellation requests received from quality department

· Resolve Escalated Tickets by CSRs
Chargeback Specialist
October 2008 – Feb 2010
Tasks and Responsibilities

· Processing of Retrieval Requests for Charge backs via Email Notification.

· Processing of Chargeback letters
· Chargeback Reporting
· Processing of Escalated tickets - Missing Accounts and Missing Charges.
· Monitoring of SLA for Tickets Needing Escalation and Open Escalation Tickets.
Cross Trained as a Level II Support
June 2009 – Feb 2010
· Assists customers in virus removal – Desktop and  Laptop

· Software installation issues – Desktop and  Laptop
NCO Group / RMH Teleservices Asia Pacific Inc.
6F Eugenio Lopez Jr. (ELJ), Communications Center Mother Ignacia    Street, Q.C.

MSN Technical Support Representative (Level 1 Technician)
March 7, 2005 – May 19, 2007
· The position is responsible for providing technical support for dial up connectivity and issues concerning the msn dial up and premium software. 
· The position also calls for a comprehensive knowledge of the products and services that MSN provides.

Floorwalker to A-Bay’s batch Jarackal and Harbinger

· Giving out pointers during pre shift and post shift meetings

· Provides assistance and solutions to A-Bay agents who can’t resolve customer’s connectivity and  software  issue
SITEL
26th  Floor. CyberOne Mall Bldg. Eastwood, Libis Q.C.

Level 1 Technician (Technical Support Representative)
January 11, 2005 – February 8, 2005

· The position is responsible for providing technical support for DELL desktop computers, hardware, software and connectivity issues. 
Forms Corporation of Asia

26 General Tirona St. Bagong Barrio, Kalookan Ctiy

CEM Operator
October 27, 2003 – February 13, 2004

PERSONAL BACKGROUND
Date of Birth: December 13, 1980

Age: 29
Civil Status: Single

Citizenship: Filipino

Height: 5’5 ½”

Weight: 190 lbs

Religion: Catholic

Language proficiency: English, Filipino

Mother’s Name: Lilia M. Narciso

Occupation: Financial Analyst

AFFILIATIONS:
AMA Microsystem Organization 


Member/player basketball

AMA Exodus – studlinc                                     
Member/player basketball

High School                                                        
CAT Officer

High School Varsity



       
Player basketball  
TRAININGS and SEMINARS ATTENDED:
PC Troubleshooting and Maintenance              
AMA Computer University

Microprocessor seminar                                     
AMA Computer University

Networking Seminar                                          
AMA Computer University

Career Orientation Seminar                               
AMA Computer University

On the Job Training, IT Department                
AMA Computer University

EDUCATIONAL BACKGROUND:
COLLEGE:
AMA Computer University

Bachelor of Science in Computer Engineering

Major in CISCO Networking
Project 8, Quezon City

Date Graduated: 1997 - 2002

SECONDARY:
St. Peter Christian School

Bgy Holy Spirit, Quezon City

Date graduated: 1993 – 1997

ELEMENTARY:
St. Peter Christian School

Bgy Holy Spirit, Quezon City

Date Graduated: 1989 – 1903

CHARACTER REFERENCES:
Jennifer Llobrera (Manager)                 
          Melody Panti (Director)

End User Support, Global Infra Services                 North America End User Services
jllobrera@jhancock.com


          mpanti@jhancock.com
US/Canada: 617 583-9911 x839911 

          US/Canada: 617 583-9904 x839904
Mobile: (+63) 917-3246327


          Mobile: (+63) 917-3190925
