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SUMMARY

Over ten years of Professional Information Technology experience.  Areas of expertise include: Helpdesk Management, Systems Administration, Strategic Planning, Project Management, Process Improvement and User Support.  Responsible, detail oriented with strong leadership, analytical, problem solving, communication and relationship management skills.
CERTIFICATIONS & TRAINING
Oracle SQL Training 2009 
PMP Training
SalesForce
TECHNICAL SKILLS

Operating System:  
Windows, Linux (4 years)
Other:  


Internet Protocols, Networking, Firewalls, Web Server Configurations, Internet Application 



Architectures based upon Java Technology, IIS and Apache Web Server


Database: 

Oracle and MS SQL*Server (Toad, Aqua studio and Oracle SQL)
User Applications:  
Remedy, Salesforce, Lotus Notes, MS Outlook, Bugzilla, SAP, PeopleSoft, Citrix, TLM Rapid Recall, VPN, Microsoft office, ACD phones, peregrine (service Center), Trusite (Coradiant), Oracle Primavera; Perforce
EXPERIENCE
BLACKBOARD, Washington DC   







2011 - Present
Project Coordinator, Consulting 


Responsible for new custom software projects:
My role involved managing new projects from inception to completion on time and within the design specifications to include:

· Managed the creation of custom software project for Blackboard clients. Led the team through the requirement analysis, design, development, QA and deployment
· Managed project and resource planning; monitoring and updating project schedules, resources and requirements
· Managed the communication of project status to major stakeholders.
· Worked with offshore Engineers assigned to the project to ensure the tasks are completed in a timely manner
Responsible for maintenance of custom software updates. 

Managed over thirty (30) client updates across various versions of the Blackboard products. After each new service pack release of the Blackboard software, I was responsible for managing the delivery of custom updates for clients whose customized applications are impacted by the Blackboard new service pack release. The process included impact analysis to compare custom files to affected files in the core product, development to fix all affected files, Quality Assurance testing, regression testing, code review and then deployment to the client’s server. In addition, I served as a point of contact for escalation issues pertaining to customizations.
Responsible for delivering technical demos:

Delivered technical demos to clients who purchased some of the canned customizations offered by Blackboard. Demos are performed on either the client's server or Blackboard's internal demo servers on a weekly basis and are delivered using Webex.
Client Support Manager 








2009 - 2011 
· Led troubleshooting of complex Linux and the Blackboard Enterprise Application issues such as performance problems, upgrades, Oracle database backups, upgrades, and archive restores
· Supported 68 clients to include Georgetown University, Fairfax County Public Schools, Broward County Public Schools and Alexandria Public Schools

· Utilized – OpSmart, Confluence Enterprise wiki, and the Blackboard Learning System Suite
· Managed the technical issues of the largest client based of Blackboard

· Key player in building a tier 1 call center
Recognized for the ABCD “Spot On” Award from Managed Hosting for outstanding contribution to the company’s success.

Technical Support Manager 








2007 - 2008
· Supported K-12 clients using the Blackboard software
· Identified and resolved technical software issues
· Coordinated with System Administrators who provided mission critical services via Blackboard Transaction Systems
· Troubleshot complex software issues relating to software functionality, application server setup, database management, data analysis, and operating system configuration of Blackboard or third party products 
· Analyzed trends and reported potential areas of risk or reward to Product Support Management
· Achieved a high level of customer satisfaction
· Updated both client and Blackboard employees of status of all issues on a timely basis 
· Collaborated with peers, Product Support Engineers, Product Development, and Blackboard Account Managers. 
· Performed first level system administration of client environments including:   Tracking all changes and working with our internal teams to ensure optimal performance and response times

BUILDTOPIA, Rockville, MD  








2005 - 2006
Call Center Support Manager 
· Led creation of a new call center
· Supervised, trained and mentored five call center and customer support staff
· Handled up to 200 calls daily
· Wrote call handling procedures, Service Level Agreements, escalation processes, tickets/case management templates and workflow templates
· Customized sales force to fit our customer service and help desk model
· Managed schedules, case escalations, and employee reviews
· Created case management work flows for call center agents based on level of issues
· Improved the life cycle of the case management base on new software functionalities
· Tracked and reported call volume and type, as well as forecasted and planned related work demand using Call Center Suite (CCS) 
· Liaised between customer support and development teams regarding product functionality and hot fix cases
· Tested hot fix status against cases and documented the hot fix
· Provided guidance to customer support staff on new functionalities and set-up training sessions
· Implemented a Sysco phone system to create a true call center environment
INTERNATIONAL BUSINESS MACHINES (IBM), Fairfax, VA  




2003 - 2005
PeopleSoft Financial Support Specialist 1 

Analyzed and resolved customer inquiries (phone, email) on issues related to SAP, PeopleSoft, and Citrix software
· Resolved issues including “how-to” questions, managing user privileges such as creating new user accounts, revoking user access, password resets for both Citrix and Peoplesoft
· Provided phone support, and conduct Internet searches to find answers for clients on SAP issues
· Trained new hires and implemented/updated all call center related documentations
Help Desk Technician 









2002 - 2003
· Provided expert technical support to customers for IBM ThinkPad and Compaq computers 
· Performed installations, configuration, upgrades and migrations
LOCKHEED MARTIN (formerly Aspen System Corporation)  




2001- 2002

Lead Customer Service Representative
· Managed “NYSERDA” program averaging 150 calls per day
EDUCATION:
George Mason University; currently working toward a BS in Information Systems 
2013
LANGUAGES:  English, French
