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OBJECTIVE
To join a career opportunity that may inculcate and fully develop my skills and exposure in the field of IT Service Delivery.
JOB EXPERIENCES
16, March 2015 – 16, September 2015
Service Delivery Consultant (Incident Management)
Hewlett-Packard Asia Pty. Ltd.
Mission Control Center (MCC) 12th Floor, Intellectual Property Centre
28 Upper McKinley Hills, McKinley Cyberpark, Globalcity, Taguig City 1634
Tracking is the part of the Incident life cycle management that is aimed to:
a.  Bring attention and awareness to the Incident tickets which are being close to SLA miss or are not being updated for significant amount of time
b. To make sure these are handled and worked according to expectations and Service Level Objectives until Closure – in order to improve Operations Bridge and HP quality measures;
c. To prevent from miss-routed tickets by applying knowledge and existing tools to the process. Thirdly, to identify and address potentially non-monitored work groups
Responsible for monitoring the BSM dashboard tool and engaging the Rapid Response team. In addition, the incident command center will open the bridge line for the call, capture attendance and serve as scribe logging key incident remediation activities and time stamps
Tools being used: HP SM9 (Service Manager), BSM(Dashboard), Quickbase.
01 March, 2013 – 13, March 2015
Associate Support Engineer (Change Management) 
Hewlett-Packard Asia Pty. Ltd.
Two Cyberpod Centris Building, Quezon City
Chosen to go to United Kingdom to undergo training for service improvement of the account.
a.  POC – Point of Contact – Being the first person to contact in our team for Change Management escalations and any concerns.Do the training, coaching, and examination for new hired engineers.
b.  Provide support to HP’s client in United Kingdom.
c. Attending on daily conference call together with the requester and managers in solving the issues in the CAB Meeting.
d. Creating and updating tickets using Service Now tool and HP SM9 (Service Manager).
e. Ensuring that all the tickets in Service Now are created in HP Service Manager with reached SLA.
f. Quality Assurance - Ensuring that all the request tickets are updated timely (updates and approvals) and accordingly - making sure that it qualifies the standards.
g.  Checking of tickets within at least 30 minutes.
h. Coordinating to team members for updated processes made.
i. Revised and simplified the Process Documentation (MCE instructions) of Swivel Desk functions in handling Change Management.
j. SLA Monitoring - Service Level of Agreement shows a summary of the team performance. Preparing weekly and monthly report on RFCs to see if SLA is reached. Targeting a very high percentage of work which includes computation of tickets created, time of creation, and promptness in answering emails.
k. Providing approval and helping the requester in raising their RFCs correctly.
l. Coordinating with requester through office communicator, emails as well as over the phone.
m. Chasing engineer/capabilities and making follow-ups for RFCs nearly to reach the planned start/end dates.
Tools being used: Service Now, HP SM9 (Service Manager), RedFish, ESL.
20 Feb, 2012 – 22 February, 2013
Film Maker/Videographer/Assistant Onsite Editor
Pheoben Teocson Videography
09 Mangga Road, Brgy. Mariana, New Manila, Quezon City
Assisted on Client Management thru communication mediums such as Voice, Email
and Face-to-Face Engagement. Edited Video and Photo Covers for Wedding
Celebrations. Supported the Event’s Live Camera Feeds and did Full Movie Event
Highlight.
Tools being used: Sony Vegas and Adobe Photoshop.
PERSONAL INFORMATION
Date of Birth: 18 October, 1990
Civil Status: Single
Gender: Female
Height: 5’2”
Religion: Roman Catholic
Citizenship: Filipino
EDUCATIONAL ATTAINMENT
June 2008 – March 2012
Bachelor of Science in Information Technology
St. Paul University – Quezon City Campus
Aurora Avenue Corner Gilmore St., Cubao, Quezon City
SEMINARS AND TRAININGS
25 – 31 May, 2014
Change Management Training
Hewlett Packard Canin Road, Amen Corner Bracknell, United Kingdom
25 – 26 September, 2012
Tech Tutor 4
SM Megamall, Mega-Trade Hall 2, Mandaluyong City
26 January, 2011
Flash Camp Manila 1
Ateneo De Manila University Leong Hall, Katipunan Ave, Quezon City 1108
02 September, 2008
Youth Congress for Information Technology (Y4IT)
UP-ITTC University of the Philippines, UP Theater, UP Film Institute, Bahay ng Alumni, Quezon City
LANGUAGES
Express intermediately oneself in Filipino and English Languages both in Oral and in Written.
COMPUTER SKILLS
o Exposed and Practices with ITIL V3 – Change and Incident Management.Planning to be
formally trained and certified once required.
o Intermediate User of Microsoft Office Tools - MS Word, MS Excel, MS
PowerPoint and other office utility products such as Lync and Outlook.
o Well versed with Multimedia Tools such as Sony Vegas and Windows Live
Movie Maker for Video Editing and Adobe Photoshop for Photo Cover Editing.
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