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Professional Overview:
What I can offer you is over eight years of customer support experience in varied hardware and software products, from medical fields such as neurology and sleep studies, to educational programs and even financial management software.  My specialty is in all facets of the Windows XP operating system, from networking, to hardware, to .net framework software setup, to SQL database administration, to remote access troubleshooting via VPN with products such as Cisco.  I am also comfortable with other Windows operating systems, and have worked with Macintosh products as well.

In addition to technical expertise, I am also a top-notch communicator.  I am equally skilled on the phone, over e-mail and face-to-face.  My positive attitude coupled with my natural tendency to problem solve makes me a good fit on a hardworking team of professionals.  Perhaps most importantly, I am respectful of clients and co-workers of all skill levels.  I am dedicated to resolving all issues that may exist, no matter how much time and effort is required.

Skills:
Support hardware including:
· PC and Macintosh laptops and desktops 

· PC and Macintosh peripherals such as Bluetooth mice, printers, scanners, copiers, and all-in-ones

· Palm, Blackberry, Pocket PC and Smartphone

· Wireless routers 

· Network switches and hubs
· TCP/IP networks

· Integrated medical devices used in a clinical setting

Support operating systems including:

· Windows XP
· Windows XP embedded
· Windows Vista/2000/NT/98/95/ME

· Mac OS9 and up
· Palm OS3 and up

· Windows CE 4.2 and up 
Support and utilize software including:

· Microsoft Office Suite 
· Access databases 
· Software deployment within the Microsoft .net framework
· SQL database administration 

· Remote connection/ VPN software such as Cisco, Real VNC and remote desktop 

· All Symantec/ Norton, McAfee and Kaspersky Antivirus

· Lotus Notes (all versions)

· Personal finance software (Quicken, Money, QuickBooks)

· The Riverside Publishing software suite (75 unique programs that include student assessment programs, test creation, scanning, scoring and reporting, and database management)

· All versions of Bio-logic Sleepscan and Ceegraph diagnostic software
· All Kirby Lester LLC proprietary software
Support servers including:

· Citrix presentation Server 

· Windows Server 2000

· Windows Server 2003

College Education: 6/1999 – DePaul University, Chicago, IL.
I obtained a bachelors degree in computer science with a minor in education.

My overall GPA was 3.5.

Experience:
Kirby Lester LLC, Lake Forest, IL.  3/09 to present.

As a Help Desk Analyst, I support all hardware and software sold by Kirby Lester LLC via phone, email, bench repair, and field service.  The Kirby Lester pill counting machines (please see http://www.kirbylester.com/index.htm for details) work within an SQL database engine and use an embedded version of Windows XP.  

We use the Microsoft Great Plains ticketing system.

Some common issues I resolve are:

· PC component failure
· Mechanical component failure
· Network connectivity 
· Data collection and reporting problems

· SQL errors
· QC testing of new machines

· Design recommendations for current lines of Kirby Lester products

· Beta-site testing and troubleshooting
Bio-logic Systems Corporation, Mundelein, IL.  11/2006 to 6/2008. 
As a Technical Support Specialist, I supported all hardware and applications                sold by Bio-logic via phone, email, on-site support, and remote assistance                   with various programs such as Citrix and Real VNC.  We worked within an SQL database format.  Our team utilized the Clientele help desk ticket system for issue resolution with our legacy systems, current offerings, and beta-testing tracking.  Some common issues I resolved included:

· Software and server generated error messages
· Network issues including TCP/IP connectivity and UNC path setup for data transfer 

· Drive mapping

· Hardware troubleshooting from drive issues to startup errors and registry issues

· Setup of medical data collections 

· Virus scan software and security configuration

· Troubleshooting video and audio data collection
· Reimaging and partitioning systems

· Data collection and reporting issues

Riverside Publishing, Itasca, IL.  11/2005 to 11/2006 
As a Software Support Technician, I supported all of the 75 programs sold by Riverside Publishing via phone, email, echat, and remote assistance with GoToAssist. Our team utilized the Remedy help desk ticket system for issue resolution. Some common issues included:

· Software installation and registration

· Software and server generated error message troubleshooting

· Data migration

· TCP/IP and wireless router networking

· Data collection, reporting and printing issues

· Beta-testing tracking and troubleshooting

· Palm and Pocket PC synching

· Hard drive configuration

· Virus scan software and security configuration

Harris Bank, Chicago, IL.  11/1999 to 10/2005 
As a Senior Virtual Technology Representative, I supported all websites tied to

www.harrisbank.com via telephone, e-chat, email, and VoIP netphone.

I assisted any clients who could not access a Harris website or use it effectively.

I resolved technical support issues including:

· ISP connectivity issues including TCP/IP settings and modem configuration

· Web browser installation and setup

· Web browser settings and configuration (versions, proxy settings, security, Java)

· Data migration (with financial software such as Quicken)

· PC and Macintosh startup issues

· Website access with Blackberry and other wireless devices 

