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Qualifications Summary

Highly personable Customer Service Professional with over eight years of experience in front- line customer service and operational based tasks and providing excellent leadership and guidance to my team.

· Expertise in resolving escalated customer service issues.
· Proficient with Microsoft Office System (including Microsoft Word, Microsoft Excel, Microsoft PowerPoint, Microsoft Access, and Microsoft Outlook). 
· Expertise in Technical Support hardware/software.

· Familiar with VOIP phone systems
· Talent for identifying customer needs and presenting solutions and products. 
· Demonstrated ability to gain customer trust and provide exceptional follow-up, leading to a consistently high number of successful referrals. 
· Proficient with Ticketing systems such as ITSM, Remedy and VSM

Professional Experience

University of Calgary – Calgary, Alberta 










2016-Present 

Office 365 Support Specialist 

· Meeting customers face to face and handling & prioritizing problems.  

· Answering incoming calls from clients, processing emails and logging calls. 
· Compiling user databases and tracking any changes.

· Handling user escalations and high profile users.

· Reporting on migration statistics.
· Create nightly user batches to be migrated. 

· Escalating and identify any critical issues. 

· Analyzing user support statistics/data and recommending appropriate measures. 

· Working with Windows and Mac OS Environments. 

· Troubleshooting Mobile email Access for Iphone/Android.
· Supporting Office 365 Applications and Office 2016

· Control and administer hardware and operating software configurations 

· Documenting configurations and technical procedures

· Support Incident and Problem Management activities with device expertise and troubleshooting.
· Generate and validate feed files (CSV) for users’ and mailboxes migration batches from data sources such as SharePoint, Active Directory extracts, or other data sources. 
Acrodex Inc. – Calgary, Alberta 












2011-2015 
Technical Support Analyst I 
· Interacting with customers on daily basis over the phone and in person 
· Training End users proficiently once their new hardware has been installed 
· Imaging and deploying Windows 7 PC’s and Laptops at Alberta Health Services during testing phase
· Providing IT Solutions to companies such as Alberta Health Service, Telus Health Solutions, Enmax and City of Calgary
· Acting as first point for software troubleshooting and support. 

· Troubleshooting Hardware issues as needed. 

· Deployed PC’s, Laptops, Printers Tablets to end users in different industries
· Proficient with Lexmark Printer and MFP Troubleshooting 
· Completing router and network set up for medical clinics and troubleshooting when needed
· Acting On-site Team Lead for installations on client sites 

· Assisting with warehouse duties as needed
Shaw Cable Systems – Calgary, Alberta








2011- 2012
Loyalty Care Representative (Part-Time)
· Use retention techniques to save clients and add value to products and services.
· Educate clients on best suited products based on their individual needs.
· Process cancelation requests efficiently and accurately while following company policy and procedures.
· Meet and exceed sales targets set by myself to excel in my role.
ATB Financial Uptown 17 – Calgary, Alberta








2007- 2011
Customer Service Representative
· Contributed to branch success through high referral numbers.
· Responsible for creation of timeline and execution for branch CORE conversion projects.
· Assisted other employees with product knowledge- based questions and operational tasks.
· Received outstanding feedback on customer feedback surveys, as well as supervisor coaching.
· Provided excellent solutions to problems while still adhering to ATB Financial policies and procedures.
· Assisted in training of new employees.

· Comfortable with senior level operational tasks.
Education and Training
· High School Graduate at Master’s Academy and College – Calgary, Alberta
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