Mary A. Smith
5126 Drivemere Rd, Hilliard OH 43026
Phone-(614)572-3215 · Email-iammaryburke@gmail.com 

EXPERIENCE: 

Desktop Support, Tek Systems (for Frontier Communications), Marion, OH
August 2011 to October 2011

· Support conversion for the Marion Call Center with approximately 400 machines/users
· Installed VOIP phones and software for 400 users

· Build and install 200+ new PCs, name & domain using Active Roles (active directory)

· Troubleshoot hardware and software issues related to new phones and software

· Reset/unlock passwords and accounts for multiple systems

· Ticket queue management using iHeat for the state of Ohio
Desktop Support, Sapphire Technologies (for Citi), Columbus, OH 

August 2008 to August 2011 
· Support administration of 1109 machines, 914 users and 753 applications using Active Directory, Hyena and OVCM applications 

· Research and correct non-working applications, including Office applications, bought applications and custom applications
· Troubleshoot non-functioning hardware and either repair or replace, including desktops, laptops and printers
· Troubleshoot network connectivity and patch in the patch closet if necessary
· Ticket management using VirtualTech
Programmer/Analyst, Peak Performance Solutions Inc., Orient OH 

February 2006 to May 2008 
· Develop and test modules for new and existing software using Visual Basic and UniVerse 

· Customize Insurance software containing 25+ modules for various clients including Caterpillar and Pro Mutual Group 

· Maintain Insurance software for 25-30 clients using UniVerse and Visual Basic 

· Manage new software projects utilizing resources in India for coding including a National Fingerprint WebCheck system and a web based insurance solutions software 
· Ticket management using an in-house software
GIS Support, Innovative Emergency Management (for FEMA), Baton Rouge LA 

September 2005 to January 2006 

· Monitor product requests and production rates for largest disaster in history 

· Perform public relations and customer service for the GIS Dept. 

· Update and organize multiple map catalogs with over 600 maps 

· Assign map projects and workload balance to ensure timely completion of requests 

· Act as single point of contact for all program areas at the FEMA Joint Field Office including Vice Admiral Thad Allen and White House Briefings 

IT Equipment Operator 3, Dept. of Public Safety Baton Rouge, LA 

October 2002 to May 2005 

· Operated, adjusted, maintained and performed minor maintenance to peripheral information technology and auxiliary equipment 

· Monitored and responded to console messages and operations questions 

· Prioritized and queued 30-50 jobs every night to ensure timely completion 

EDUCATION: 
Louisiana State University, Baton Rouge, LA 

Major in ISDS (Information Systems and Decision Sciences) – 

Graduation date: May 2002 with a Bachelor of Science degree 

Dean’s List: Fall 2000, Spring 2001 
COMPUTER SKILLS: 
Active Directory (Hyena, Active Roles), Windows XP/2007, Software management (OVCM, Marimba), Microsoft Office, Outlook, Lotus Notes, Crystal Reports, Unisys and IBM system operations, Optical library operations, Programming (HTML, SQL, PASCAL, C, C++, VB6, VBA, U2 UniVerse, .bat files)
