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SUMMARY

Accomplished IT / MIS and business-support professional with a solid background in Helpdesk and Technical Support and Systems and Network Administration. Significant experience with networks. Highly resourceful with proven negotiation, communication, and customer service skills. Expertise in automation. Known for resolving difficult issues through root cause analysis, data analysis problem-solving, creativity and systems testing. Adept at directly supporting customers, sales personnel, and field technicians.  
COMPUTER KNOWLEDGE & SKILLS 
Cisco; Dell; HP; AS400; Sequel; RPG; Microsoft Operating Systems; CL; Networking; Microsoft Outlook. Calendars, and Archiving; Excel (expert level); Access; Data Analysis and Mapping; Remote Desktop; Remedy; Crystal Reports; Interface Development; Virtual Headend – a logical routing configuration; Novell; Automation; Training


PROFESSIONAL EXPERIENCE
TIME WARNER CABLE, Waco, TX
2001 – Nov. 2011
Database Analyst / Project Coordinator / Interface Analyst / PC Helpdesk / AS/400 Admin
     2002 - 2011
Performed analysis and process improvement and streamlined billing system interfaces supporting Time Warner Cable Texas Region. Coordinated billing system / MIS projects including major software upgrades. Supported customers throughout Waco, Temple, and Killeen, TX.  Responded to problems voiced by field engineers and customers.  Remedied problems and ensured the system functioned correctly.  Managed AS/400 administration including upgrades, backup, security, installation, configuration, troubleshooting, disaster recovery, performance tuning, maintenance and peripherals. Mentored coworkers in create efficiencies and skills in networking, interfaces and programming.

Database Analysis  
· Developed process in Excel that automatically detected customer tax discrepancies which reduced analysis time from many months to days and brought potential tax liability, on the balance sheet, from $1M annually to $0.
· Automated process in Excel of reconciling service code changes which highlighted only code errors and reduced spreadsheet analysis time from 2 weeks to 5 minutes.
· Created multiple databases in Access for analyzing discrepancies in Regional interfaces
Project Coordination

· Completed yearly purges in accordance with Sarbanes-Oxley while ensuring no pertinent data was lost and timelines were met. Coordinated with 6+ business areas and corporate management, 

· Implemented high-priority Work Order Accuracy project which touched Customer Service, Finance, Collections, and Quality Control.  
· Led data mapping and verification, for billing conversion project, including a team of 19. Delivered superior results with data converting at better than 5 9’s (the gold standard in IT) correct. Wrote reports and kept managers updated. 
· Wrote test plans for billing system upgrades.
· Invented Virtual Headend, a routing configuration tool within the billing software that significantly reduced time to analyze interface issues, created significant capabilities, and gave the ability for 1 person to manage every interface for all TWC customers nationwide.  Tool considered ‘gold standard’. 
· Coordinated 3 agent transfers (billing system conversions) within the interfaces.  
Interface Analysis & Customization

· Tapped to resolve an interface problem for a system that was down and not producing revenue for 24 hours.  Got system up and running within 2 hours.

· Standardized all interfaces in the Texas region for the CSG billing system so they provisioned exactly the same services.  Coordinated with Engineering and with 3 business lines. 
· Wrote program for the programmers to completely relieve system processing congestion in billing interfaces.  Program monitored interface and throttled a process if too many transactions were backed up. 
· Resolved major service interruption that caused severe issues with video and high speed data / voice interface back-ups.  Identified root causes of both issues after intensive analysis made recommendations leading to full resolution, and implemented Virtual Headend.  Interfaces were sized and load balanced to accommodate 10 years of growth. 
· Tapped by another division to troubleshoot interface issues with Virtual Headend and devices not provisioning.  Identified the problem and made recommendations leading to full resolution.
SLICE Administrator / DBA & PC Help Desk

Oversaw database and monitored and ensured data integrity within the system.  Supported 500+ nodes in a concurrent Help Desk role.  Handled break fix, software problems, virus remediation, network cabling and troubleshooting peripheral devices (printers and scanners) and mainframe programs.  Operating systems were Windows 98, NT, 2000, XP and various servers.

Tier 3 Technical Support
2001 - 2002
Resolved issues reported from residential and commercial users of high-speed data and network services.  Troubleshot LAN/WAN OSPF, BGP, RIP protocols and configured routers for RoadRunner Commercial customers.
· Promoted within 12 months in recognition of skill and talent.
UNISYS, IBM Advanced Research Facility, Austin, TX
2000 – 2001
Equipment Engineer

Repaired and upgraded Enterprise-grade large capacity servers and high-end workstations while the organization was changing processors and associated hardware.
TEK SYSTEMS, INC, Austin, TX
2000
Contractor, Equipment Engineer
Participated in the roll-out of 2000 Win2k systems for Veterans Hospitals in Waco, Temple, Austin.  Concentrated on setup and customization for users.

ONE STOP PRINTING, McGregor, TX
1997 – 2000
Owner and Manager
Established this rapid service printing shop that focused on serving commercial customers.  Hired and trained 4 employees.  Obtained customers and jobs while administering all day-to-day business management and details of meeting deadlines, prepress, pressroom, bindery, and production requirements.

CEN-TEX DAY CARE SERVICES, Waco, TX
1986 – 1997
Managing Director and Chairman of Board
Founded company and led 4 staff in administering 200+ state and federal contracts to manage nutrition programs for children in group day homes and registered family homes.  Ensured that all meals and snacks met government criteria.  Administered an annual budget of $870K, projected financials and handled fiduciary and regulatory requirements of contracts, including A110 and A135 audits.  Managed IT resources and the network.
· Developed and implemented a computerized billing system using Clarion 4GL Database Language.

PROFESSIONAL TRAINING
· Project Management, Villanova University, 2007
· A+, 2000

· CCNA, 2001
· Novell Networking, McLennan Community College, Waco, TX, 1995

· Training in all aspects of the IBM AS400 including Backup & Recovery, CL, RPG, DDS, SDA, SQL, Query, Security, and System Tuning
