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PROFILE 

I am a customer service-focused Technical Support Specialist with 6 years career experience in help desk setting including US and Australian based companies, highly adept in systems analysis, diagnostics and troubleshooting, and conflict resolution. Exhibits excellent organizational and problem-solving skills, I can also work well in team environments and displays strong work ethic.

Seeking a challenging position in a reputable organization, commensurate to both my educational and work experiences, wherein I can apply my knowledge and potentials and contribute in the organization's development, as well as to further enhance my skills and abilities. 
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EXPERIENCE

TPG Telecom Limited

16F iSquare Building Meralco Ave Pasic City, Philippines
June 02, 2014 – September 20, 2015
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TPG Telecom Limited is an Australian telecommunications and IT company that   
specializes in consumer and business internet services as well as mobile telephone services.
Network Provisioner  – Responsible for the design, installation and support of ADSL2+, Naked ADSL, EFM, GPON, Private Network and Internet, Routing and Switching, IPv4/IPv6, CIDR/VLSM, VPN, IPSEC, RADIUS, PPP, PPPoE, CHAP, DHCP, DNS, NAT, ACL, TCP/IP, OSI. Firewall ASA 5520, 5505, IP Phone.
· Project Management and Client Notification concerning service delivery completion.
· Performs complex implementation and maintenance tasks on LAN and WAN.

· Monitors network performance. 

· Configures Cisco Routers, and  Switches
· Handles Troubleshooting of Layer 1,2,3 issues
· Accurately log IT support requests received from clients via phone, email etc and follow them through to satisfactory closure.
· Ensure that Service Level Agreements (SLAs) are strictly adhered to and SLA compliance is consistently achieved.
· Act as a single point of contact between clients and internal support teams for support case management and escalation.
· Escalate unresolved, recurring or SLA breach cases to management and take ownership to closure.

· Coordinates with Internal and External Engineers for service delivery completion

· Responsible for monitoring and managing the NOC monitoring tools and to report on any SLA violations or service degradation
· Verifies provisioning details service connectivity after service delivery

· Conducts service testing to ensure service is within acceptable range
· Handles accurate technical documentation.
· Handles irate end users. 
· Publishing support documentation & knowledge-based update to assist staff with requests for information & provide staff training if required.
Accenture Philippines
24th Floor Cybergate Tower 2, Pioneer St., Mandaluyong City, Philippines
April 02, 2010 - May 30, 2014
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Accenture PLC is a multinational management consulting, technology services, and     outsourcing company. Its incorporated headquarters have been in Dublin, Ireland since September 1, 2009. It is the world's largest consulting firm as measured by    revenues and is a Fortune Global 500 company.
Senior Network Provisioner (SME) - Responsible for the design of T1, Fractional T1 circuit from Verizon Network to ILEC up to the customer’s premise.
· Responsible in Network Route/Circuit design

· Responsible in connectivity to other Vendors

· Responsible in placing orders with LEC and monitors the status of the order to completion date

· Monitors facility capacities

· Escalates issues in hierarchic manner

· Acts as the POC while Lead is out

· Performs additional duty as assigned
Test and Activation Service Center Technician - January 2013 - September 2013 - Ensures that the newly installed Verizon circuit is stable and reaches the agreed speed.

· Responsible in Loop acceptance

· Troubleshoots Layer 1 and 3 issues

· Ensures all switching entities are operating efficiently as possible

· Ensures Quality of Service before handing off the Circuit to Customer

· Responsible in completing the Order and Circuit issues

· Escalates issues in hierarchic manner

· Performs additional duty assigned
Hyperlink - September 2013 - May 2014 

· Responsible in completion of Network Route/Circuit design before handling the service to TASC Team.
· Ensures all switching entities are operating efficiently as possible

· Communicates with Site Technicians and other NOC

· Escalates issues in hierarchic manner

· Incidents response

· Performs additional duty assigned
Cognitive IT Solutions

10th Floor. Athenaeum Bldg, Leviste St. Makati City, Philippines 

October 15, 2009 – February 26, 2010
Cognitive IT Solutions, Inc is an American owned and operated company with office in the United States and the Philippines. Cognitive is a leading, high-quality, cost efficient service provider primarily assisting companies in the Financial Services, Information Technology, Supply chain management, Retail and Hospitality industries.
IT Specialist
· Troubleshooting system and network problems, diagnosing and solving hardware/software issues. 
· Installing and configuring computer hardware operating systems and applications
Printability

Ground Floor, Kumintang Ibaba, Batangas City, Philippines
May 25, 2009 – July 31, 2009
Graphic Designer / IT Specialist
· Designs Tarpaulins, Signage, Brochures, Party Cards, Calling Cards, Flyers, Personalized Photos, basic HTML Projects, etc.
· Home Networking, PC Troubleshooting: Reformat and Diagnostics, System Restoration, Virus Removals
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SKILLS
Excellent in Computer and Telco Networking
· CCNA Trained

· Home Networking

· Network Provisioning (Telco)
· Ticketing System
· LAN, WAN, Wireless Networking

· IPv4, IPv6 addressing

· Routers, Switches, 
· TCP/IP, OSI

· VPN, RADIUS, PPP, PPPoE, CHAP, DHCP, DNS, NAT, ACL

· Type 2 Hypervisor
Excellent in PC Troubleshooting

· OS Reformat

· CMOS or Set up RAM awareness

· Virus Removal

· System Optimization
· Software and Hardware Troubleshooting and Maintenance

Knowledgeable in Visual Basic 6.0(focuses mainly on database programming)
· Inventory and Sales System Includes

· Log-in-Log-out Security

· Report Generation

· Tracking(Audit Trail)

· Database Back-up and Recovery
Knowledgeable in Web Designing and scripting
· HTML

· ASP

· JAVA Script

· PHP

· Basic Content Management System (Joomla)
Knowledgeable in Adobe Products and Microsoft Office Applications
· Advance knowledge in Photoshop

· Basic knowledge in Dreamweaver

· Basic knowledge in Flash

· Excellent in Microsoft Office 2010 and earlier applications
Experienced in the following Software

· Salesforce

· JIRA
· Oracle VM VirtualBox

· VMware Workstation
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EDUCATION

TERTIARY
Bachelor of Science in Information Technology
2004 – 2009, STI College Batangas 

Noble Street, Batangas City, Philippines

SECONDARY
1999 – 2003, Bauan Technical HighSchool
Poblacion, Bauan, Batangas, Philippines

PRIMARY
1993 – 1999, Pio Del Pilar Elementary School

Pureza Street, Sta.Mesa, Manila, Philippines
CHARACTER REFERENCES AVAILABLE UPON REQUEST
