


John Leonard C. Lee
Address   : Block 1 Lot 16c, Mahogany St. Cristina Homes, Caloocan City
Mobile	   : 63 915 306 2260
Email	   : johnleonardclee@gmail.com

Summary of Experience
▪ 8 years of experience in computer (software & hardware), network and internet related accounts.
▪ 2 years of solid experience as an IT Service Desk and providing support to thousands of users worldwide in a network infrastructure company. 
▪ Excellent communication and diagnostic skills, consistently solve problems reputation for productivity, complex problem resolution and professionalism.
▪ Strive for one-call resolution of customer issues. 
▪ Complete ongoing training to stay abreast of product, service and policy changes.
▪ Proactive self-starter known to initiate process and system improvements to increase system stability and productivity.

Professional Experience
Customer Service Chat Support, Afni Philippines. 
[bookmark: _GoBack]July 31, 2015 – Present
Provide assistance by changing customer's wireless plan, activating devices, and answering billing concerns.
Answering chat concern on a dual concurrence basis.

IT-Service Desk Atos Information Technology (Nokia Solutions and Networks Account/ BASF the Chemical Company)
March 01, 2013 - June 31, 2015
Troubleshoot assistance, diagnose and resolve problems related to operating systems, hardware and software, mobile devices, printers, tech tools and product. 
Addresses and resolves incidents and requests, logs all incidents and requests, engages other service desk resources or appropriate service resources to resolve incidents that are beyond the scope of their ability or responsibility.
Follow knowledge base articles and processes to ensure resolution by using appropriate CTI categories for logging incidents and requests and escalate complex incidents to second-level support team to ensure SLA are met in timely manner.

Technical Specialist Sutherland Global Services (Lenovo Account)
April 2011 - February 2013
Provide assistance in product registration, support to end-users for PC/ hardware, operating systems, software applications, peripherals, installations and device imaging.  Diagnose and troubleshoot problems through discussion with customer, to restore service and/or identify and correct issues. 
Set up onsite repair or dispatch products in service center for unresolved issues due to hardware failure but limited only to in-warranty products or purchased extended warranty.

Technical Specialist Stream Global Services (Hewlett Packard Account)
November 2008 - March 2011
Provide assistance in product registration, support to end-users for PC/ hardware, operating systems, software applications, peripherals, installations and device imaging.  Diagnose and troubleshoot problems through discussion with customer, to restore service and/or identify and correct issues. 

Technical Specialist Teletech CMC (Verizon Online Account)
December 2006 – October 2007
Provide technical and network problem resolution to customers by performing a question diagnosis while guiding users through step-by-step solutions. Solutions include, but are not limited to, resolving username and password problems, uninstalling/reinstalling basic software applications, verifying proper hardware and software set up, power cycling equipment, assisting with navigating around application menus and troubleshooting email issues.



