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PROFILE
[bookmark: _GoBack]Experienced Business Operations Analyst with over 10 years of experience in IT support and over 4 years of project planning. Strong analytical and critical thinking skills with the ability to understand the business change needs, accessing the impact of the changes long term and short term, capturing, analyzing, and documenting requirements and then supporting the communication delivery of those requirements with relevant parties. 

EDUCATION
North Carolina Central University   Durham, NC                                                               May 2012 
Bachelors of Business Administration
Concentration:   Management                   

High Tech Institute     Orlando, FL                                                                                      November 2001       
Associate of Applied Science- Computer Networking

COMPUTER SKILLS
Operating Systems: XP  MAC OSX 10  Windows 7
Applications, Office 2007, 2010 XP (word, excel, and power point)
Currently Pursing PMP certification

RELEVANT WORK EXPERIENCE

 Business Operations Analyst       Prestige Insurance Services   Irving, TX                        March 2011- Current

1. Determine staffing requirements, interview, hire and train new employees, or oversee those personnel processes
1. Direct and coordinate  financial and budget activities to fund operations, marketing, and increase efficiency
1. Manage staff, preparing work schedules and assigning specific duties
1. Review financial statements, sales and activity reports, and other performance data to measure productivity and goal achievement and to determine areas needing cost reduction
1. Develop and implement new policy and procedures

Senior Technical Lead Analyst      Oxford University Press      Cary, NC                           June 2007 – March 2011 

1. Supported over  400  desktop and remote users
1. Liaison between UK and US desktop support
1. User account management
1. Trained staff on new procedures and new deployments
1. Served as project lead over desktop analyst 
1. Responsible for department quality and feedback
1. Managed quality reports and surveys

Senior Lead Help Desk Analyst      Time Warner Cable    Raleigh, NC                              October 2002- November 2004 

1. Provided leadership and supervised workflow of 40 technical analyst involved in diagnosis and resolution of networking, software, and hardware problems. Help desk supported  over 200,000 customer base
1. Continually developed  analyst and created a high performance team through coaching, mentoring, and staff meetings
1. Researched and created resolutions for the majority of problems presented to the help desk
1. Technical support for digital phone, wireless and home networks, and high speed data customers
1. Registry editing and TCP/IP rebuilding, Troubleshooting DHCP, DNS, and TCP/IP
