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Professional Summary

A highly motivated, focused Information Technology professional with 25+ years of experience.  Results-oriented with a proven ability to improve customer service and increase team productivity.  Excellent communication, problem-solving, interpersonal and leadership skills with a “make it happen” approach.  


Core Qualifications

· End User Support, Customer Relations, Customer Service 
· Technical Support, Problem Solving and Analysis, Troubleshooting/Issue Resolution, Reporting
· Staff Training, Relationship/Team-Building, Leadership Development
· Global Staff and Office Management, Organizational Leadership, Mentoring
· Performance Improvement, Process Redesign
· Crisis, Resource and Change Management
· Strategic Planning, Project Management, Policy Development
· Excellent Communication Skills, Detail Oriented


Professional Experience 

Service Coordinator/Operations Manager 2018 – Present
Contango IT, New York, NY 

Manage an eight technician/consultant helpdesk for a company that provides custom IT consulting and support with a focus on both Traditional Infrastructure as well Cloud Computing, for 200+ clients in multiple businesses across many industries in a fast-paced high pressure environment.
· First point of contact for all clients – ensuring effective and consistent communication regarding current and potential future needs.
· Coordinate and schedule dispatches, and update calendar for all client requests for team of consultants.
· Manage the life cycle of all help desk tickets, identify and track trends, monitor customer service satisfaction, prepare related reports.
· Manage and oversee multiple projects for clients - schedule tasks, plan timelines, understand task prerequisites, ensure quality control.
· Deploy technical resources to meet established SLAs and resource utilization targets.
· Work with vendors on product procurement.
· Ensure tasks are completed by following up on outstanding items.
· Maintain a Service Board, including review of tickets and time entries.
· Review consultant notes on tasks ensuring quality control of documentation.
· Manage consultants’ education/growth initiatives.
· Serve as an escalation point for customer-service issues.




Helpdesk Coordinator 2016 – 2018
The New York Foundling, New York, NY 

Coordinated a seven person helpdesk by answering incoming helpdesk calls and providing Tier 1 support.  Assigned tickets to helpdesk team members, coordinated schedules with users, dispatched helpdesk staff onsite when necessary, and followed each issue through to completion, keeping team members on task.  
· [bookmark: _Hlk530038801]Handled an average of 1,500 incoming calls per month and closed 75% on the first call without escalation. 
· Responsible for the effective supervision of help desk support staff including prioritizing and assigning work and performance management.
· Responsible for maintaining a Service Board, including reviewing tickets and time entries.
· Deployed technical resources to meet established SLAs and resource utilization targets.
· Researched hardware and software pricing, obtained quotes and worked within IT operating standards to make purchase recommendations to departments.
· Compiled and reported team performance metrics.
· Created, updated and maintained user-facing and IT internal training and reference/operational documentation/procedures.
· Managed new mobile device purchases, upgrades and inventory.
· Responsible for creating and managing Sharepoint Hub IT site.
· Administered account administration tasks (mailbox creation, password setting, extension of accounts, etc.)
· Recognized problem areas, gathered relevant information, and conducted thorough research to diagnose the root cause of issues.
· Served as an interlink between end users and computer technicians.



Manager, Global Support Services 2009-2014
Manager Support 2002-2009
Desktop Support Specialist 1994-2002
John Wiley & Sons, Inc., Hoboken, NJ 
[bookmark: _GoBack]
Managed a global team overseeing IT and technical support for 5000+ end users.  Managerial responsibilities included project management, and serving as a liaison between internal and external IT service partners in all departments and levels to determine the most efficient and cost effective IT solutions.
· Provided technical support and problem resolution strategies for customers.
· Implemented new techniques and process improvements that increased productivity and lowered costs.
· Planned, developed, implemented and trained staff in operations, technical troubleshooting methods, time management and customer service skills.
· Managed the transition of 250+ IT technicians to a new Call Tracking solution.
· Wrote and maintained technical and operational documentation.
· Managed the Change Management process.
· Developed and analyzed KPI activity reports.
· Maintained and supported Windows and Exchange servers.
· Created a remote access strategy.
· Knowledge of ITIL and SOX requirements.
· Provided desktop support as necessary by responding to requests for technical assistance in person, via phone, and remotely for the following technologies:  Windows and Mac OS based end points (Laptops, Desktops & Thin Clients), Tablets & Smartphones (IOS & Android), Microsoft Office, desktop computer operating systems, and hardware/peripherals.
