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Personal Profile

A self-motivated, honest and hardworking person with the ability to learn new skills very quickly. I possess good communication skills and am flexible in my approach to new experiences. I have excellent interpersonal skills and welcome new challenges. During my time in Boylesports, I have acquired an interest in many more sports and have an in-depth knowledge of the betting industry.
Key Skills

· Focused on delivering a quality service to the end user, treating each call with due care and attention until it is fully resolved
· Provide 2nd Level support for all of the businesses applications such as Avaya, VMware, MS Office, MS Exchange, Active Directory and Checkpoint VPN.
· Training new staff members within the IT function to ensure they can perform well within the companies processes and procedures.
· Comfortable dealing with people at all levels throughout an organisation
Selected Recent Accomplishments

· IT lead for the deployment of the “BoyleTV” application across the entire Retail estate. 

· Responsible for the building and configuration of all Server and PC hardware for 15 new shops which Boylesports opened in December 2011 

· Part of the team that deployed new HQ infrastructure which saw Boylesports deliver its best ever systems performance during the major racing festivals of 2012, 2013 and 2014.
Career History
           Planet Payment

            September 2015 – Present
             Company Profile: Planet Payment delivers innovative payment processing solutions that solve many of the challenges facing today’s global electronic payments industry. We deliver our payment processing and multi-currency solutions to 60 financial services institutions around the world. Our services are currently deployed at 44,000 active merchant locations in 22 countries and territories across the Asia Pacific region, North America, the Middle East, Africa and Europe.
             System Operations Engineer
· I joined planet payment as part of the newly set up system operations team which provides sunrise to sunset monitoring and maintenance of all of planets IT systems, the core functions of the team is to ensure that all payment channels and IT hardware is stable and no undue downtime occurs.

· During my time so I have taken on the responsibility of maintaining and implementing new backup software solutions, performing weekly maintenance on SQL transaction databases and also responding to any technical queries other departments may have with our IT systems.
            Beauchamps Solicitors

           March 2015 – September 2015
             Company Profile: Beauchamps Solicitors is one of Ireland's leading full service law firms focused on achieving practical business solutions for clients. Our clients include multinational companies, owner managed     businesses, government and public bodies and regulatory authorities.
             Network Administrator
· I was recruited to the Beauchamps support team to provide IT support to the businesses 150 staff on a day to day basis, using my experience from previous roles to transition seamlessly into the role taking on project responsibilities from the start.

· I was tasked with trying to come up with solutions to streamline the many processes the helpdesk had to ensure that we were providing the highest quality service that we could.

· Using my knowledge of helpdesk procedures I implemented a ticketing system so that we could better track issues that were coming into the helpdesk, this also aided us by being able to produce reports and identify trends so that we could focus on eliminating these issues permanently.
Boylesports.com
April 2013 – February 2015
Company Profile: Boylesports are Ireland’s largest independent bookmakers with 178 retail outlets in the Republic of Ireland, an online presence offering both mobile and traditional site, as well as call centre services all from their offices in Dundalk.
IT Helpdesk Team Lead
· I was promoted to IT Helpdesk team lead to provide leadership for some of the junior staff on the helpdesk.

· In this role I was responsible for integrating and training new members of staff to the helpdesk, providing a point of escalation for any major issues that may occur and documenting helpdesk procedures. 
· I had also taken on the role of technical lead for the helpdesk to liaise with project management for any new projects that may be rolled out to the retail estate. In this role I was expected to provide the business with estimates of hardware costs and schedule resources to implement the new systems.

· The main function of this role was to ensure that Incidents are being dealt with in a professional and timely manner, it requires that I analyse problem trends through daily reports and try and come up with permanent solutions so that these incidents did not occur again.

· Another side to this role was to liaise with the IT Manager on a daily basis reporting on problem incidents that have broken agreed SLA’s and also provide reports on call volume for use in reporting to the business. I had learnt to use our current call tracking software Service Now to tailor these reports to suit our needs.
· I was often also responsible for managing relationships with third party vendors meeting frequently to discuss outstanding issues and possible areas of concern.

Boylesports.com
November 2011 – April 2013
IT Helpdesk System Administrator

· I was recruited to the Helpdesk team by the IT Manager in order to bring much needed experience of the retail side of the business to his support team. I was the only person on the team that had any retail experience.

· Provide 1st line support through phone, email and Service Desk portal for all aspects of the business, including On-Line, Call Centre and Retail. I provide 2nd level support on a number of the retail applications such as Avaya voice software by installing and configuring the application on all Call Centre PC’s in HQ and also help maintain our virtual environment of servers and remote desktops through VMware. I also provide on-call services on a rota basis.
· Responsible for creating and configuring new HQ accounts using Active Directory and Microsoft Exchange, I would also be required to add these users into the correct distribution and security groups to ensure they did not have elevated privileges.
· Responsible for the building and configuration of 15 HP Proliant servers and 45 PCs used in the takeover of 15 new shops from William Hills in December 2011. All shops opened on-time for trading the following morning. These servers were built with Windows Server 2003 which I was responsible for configuring. Most recent Shop servers have been built with Windows Server 2008.
· As a senior helpdesk admin I would also be required to perform some more advanced tasks such as set up and configure VPN accounts so that users could log into the internal network from outside of HQ, build and configure shop Tills and other equipment such as Touch screens and Scanner/Receipt Printers.
· IT lead for the deployment of the “Boyle TV” application across the entire Retail estate. This involved building all hardware in Head Office, coordinating and troubleshooting any installation issues with engineers on a day-to-day basis. I reported progress to the PM on a daily and weekly basis.

· Investigate and resolve incidents as they arrive, taking ownership of issues, co-ordinating multiple support teams when required, and communicating effectively to users throughout.

· Take responsibility for logging all reported incidents through our call logging tool Service Now, and contributing to root cause analysis in order to improve service on an on-going basis.

· Rewrote the Retail Service Handbook which covers all aspects of IT within the Boylesports shops
Boylesports.com

October 2007-November 2011
Deputy Manager
· I started as a cashier and was promoted to deputy manager in April 2010 
· Carried out operational maintenance of in-shop IT equipment, and became the IT expert for other shops in my area

· Managed the performance of the shop team to ensure that all company guidelines were adhered to
· Provided a friendly and efficient service in order to encourage repeat business

· Dealt with customer comments and complaints in such a way as to enhance customer loyalty

· Set individual performance targets for members of the shop team within the framework of the shop business plan.

· Managed and operated the EPOS system with speed and accuracy

· Controlled the shop margin by efficiently applying trading policy

· Completed daily/weekly shop administration

· Operated effectively company cash control and security procedures

· Planed and delivered staff training on all aspects of the retail business
EDUCATIONAL QUALIFICATIONS
Secondary School 2002 - 2007
Coolmine Community College 
Other details

               Full, clean driving licence, References available on request

