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Career Objective:
To contribute to your organization’s success through the use of my knowledge, 
skills and experiences and to obtain a position that would challenge me to grow professionally.
Educational Attainment


Tertiary

:
University of Rizal System




Morong Rizal




Bachelor of Science in Computer Engineering




2006 – 2011

Secondary
:
Tanay National High School




Tanay, Rizal




2002 – 2006

Primary

: 
Bukal Elementary School




Tanay, Rizal




1996 – 2002

Seminars Attended


6th Work Attitude Seminar – Workshop


2nd day of March 2010

Website Development Seminar – Workshop


4th day of December 2010


Software Development Seminar – Workshop


4th day of December 2010

Computer Networking Seminar – Workshop


13th day of January 2011



Multi Graphical Processing Unit                             

13th day of January 2011
Mantle/ Dismantle of laptop



10th day of November 2012

ITIL Training





1st December 2012

Service Level Coordinator




July of 2013

Service Excellence




August of 2013
Value Creation





May 2015
Skills

Proficient with:

· MS Office 2007 – 2013 (Word, Excel, Visio, OneNote, PowerPoint, Project)
· Operating SystemsInstallation/ Rebuild Unit
· Troubleshooting a variety of PC Hardware and Client Operating Systems and network printing systems 
· Troubleshooting LAN/WAN/VPN technologies
· MS Exchange/Outlook 

· IBM Tivoli Identity Manager Application 4.6 (iTim)
· SAP Knowledge (User Account Management)
· Active Directory (AD)
· HP Service Manager 9.31 (SM9.31)
· Managed File Transfer (MFT)
· Lync 2013

· Have excellent inter-personal and communication skills with the ability to deal with users at all level

· Excellent customer service skills
Employment History

Name of Employer
Nestlé Business Services Manila




February 08, 2013 – July 09, 2015
Position


IS/IT Support, Service Desk Associate
Stream


First Level Support (FLS)

Task
Single point of contact for the entire NBS Manila Center and Europe Market users that requires IS/IT assistance. Provides first level analysis/ resolution to any IS/IT related Incident, Requests and Concerns.
Usually assist NBS Manila users in troubleshooting their computer with various issues, such as hardware and software problems, acquiring access to data or removing viruses. Provide telephone support, remotely assistance or may assist the user in person
Resolved technical issues pertaining to any hardware or software related problem and comply with and adhere to Corporate IT standards.
Interaction Management: Receives all user contacts and document into Service Management tool and ensure that it is attended or escalated to an Assignment Group in timely manner.

Incident and Request Management:
· Document all request and issues by user in Service Management tool and escalate to proper Assignment Group. 
· Identify the Ticket Priority based on Impact and Urgency of issue

· Performs initial analysis and provide resolution if issue is within the scope

· Monitor the progress of ticket in Service Management tool and initiate follow-ups on tickets requiring immediate attention based on Service Level Objective

Manage User Account Maintenance for HP BPO accounts (Poland and India) which includes creation, modification and deletion through Active Directory and SAP – CUA (prod & pre-prod)
Manage User Account Maintenance for NBS Manila accounts which includes modification, update and deletion of GLOBE application which requires security access through Tivoli Identity Manager Ver4.6 (iTim)
Create and publish knowledge-base (KB) articles 
Drive initiatives that will improve and deliver efficient service through Nestle Continuous Excellence

· Launch Go-See-Think and Do (GSTD) which solve day-to-day issues
· Create Just Do It (JDI) which provides improvement on the process
Delivers compliance as the Standard Routine SPOC (Single Point of Contact) of FLS Service Desk Team by ensuring documents are up to date, has relevant controls and meets the standards set by the Center (2014)
Guides other team member by updating procedures, methods, guidelines and communicating developments 
2015 First Level Support Standard Routine in which the following tasks are being performed

· Leads the documentation of the entire FLS Stream

· Leads and directs the identified Standard Routine (SR) SPOC of the stream and ensures that they are equipped with the proper knowledge in order to perform their task 
· Acts as a driver (communicating the updates/status to SR SPOC, Team Leads including FLS Manager)
· Perform SR audit to the assigned SR owner of the team making sure that process are standardized 
Name of Employer
Accent Micro Technologies Inc. thru Nestlé Business Services Manila



December 26, 2011 –February 08, 2013 
Position


IS/IT Support, Service Desk Associate
Stream


First Level Support (FLS)
Tasks
Single point of contact for the entire NBS Manila Center and Europe Market users that requires IS/IT assistance. Provides first level analysis/ resolution to any IS/IT related Incident, Requests and Concerns.
Usually assist NBS Manila users in troubleshooting their computer with various issues, such as hardware and software problems, acquiring access to data or removing viruses. Provide telephone support, remotely assistance or may assist the user in person
Resolved technical issues pertaining to any hardware or software related problem and comply with and adhere to Corporate IT standards.
Interaction Management: Receives all user contacts and document into Service Management tool and ensure that it is attended or escalated to an Assignment Group in timely manner.
Incident and Request Management: 
· Document all request and issues by user in Service Management tool and escalate to proper Assignment Group. 
· Identify the Ticket Priority based on Impact and Urgency of issue

· Performs initial analysis and provide resolution if issue is within the scope

· Monitor the progress of ticket in Service Management tool and initiate follow-ups on tickets requiring immediate attention based on Service Level Objective

Manage User Account Maintenance for HP BPO accounts (Poland and India) which includes creation, modification and deletion through Active Directory and SAP – CUA (prod & pre-prod)

Manage User Account Maintenance for NBS Manila accounts which includes modification, update and deletion of GLOBE application which requires security access through Tivoli Identity Manager Ver4.6 (iTim)
Monitor and replace backup tapes in server

Perform IT Audit Review on a regular basis

· Internet Access Review

· Generic Mailbox Review

· Shares Folder Access Review

· VPN Access Review

· Non Business Related Files Review
Name of Employer
Accent Micro Technologies Inc
October03, 2011 –December 26, 2011
Position


Field Support Technician

Tasks



Evaluates work load and capacity of computer system to determine feasibility of expanding or enhancing computer operations.

Install and perform minor repairs to hardware, software, and peripheral equipment, following design or installation specifications.

Maintain record of daily data communication transactions, problems and remedial action taken, and installation activities


Name of Employer
Accent Micro Technologies Inc. thru Analog Devices Inc. 




September06, 2011 –October03, 2011
Position


PROMIS Support Specialist
Tasks




Supports manufacturing for PROMIS related requests and issues like lot modifications, PRODS creation and update
Certification
Foundations 2010 Portables Certification 





Oct. 06, 2011

DCSE Dell Streak Pro China-CIS only 




Oct. 06, 2011

DCSE Service Call Essentials – ABU Enterprise English 


Oct. 07, 2011
Foundation 2010 Desktops Certification 



Oct. 10, 2011

Foundations 2010 Portables Certification 




Oct. 11, 2011

DCSE XPS L412z / 14z 






Oct. 13, 2011

DCSE Latitude E6420 XFR Certification 




Oct. 14, 2011

DCSE XPS L511z 







Oct. 17, 2011

DCSE OnSite Troubleshooting 





Nov. 04, 2011

DCSE Alienware M17x R3 





Nov. 08, 2011

DCSE Alienware M14x 






Nov. 08, 2011

DCSE Alienware M18x 





Nov. 08, 2011

DCSE Precision M4600 and M6600 Certification - Services 
Personal Information
Age


:
26
Date of Birth               
:
June 16, 1989

Place of Birth              
:
Bicol

Civil Status                    
:
Single

Religion                       
:
Born Again Christian

Citizenship                   
:
Filipino

Height                           
:
5’6”

Weight                          
:         
110 lbs
�








