     Jose Paulo Amir A. Robledo

 Lot 7624 Tujunga Ave North Hollywood, 91605/Blk 7 Lot 12 Soldiers Hills 3 Caloocan City
8184526635/09156733677
paolorobledo@gmail.com


WORK EXPERIENCES:

Upwork
IT Freenlancing and Lead of Team Eximus
Novaliches 2016-Present



Macquarie Philippines
IT Servicedesk  
Makati 2016-2016

· Providing remote support for All Macquarie Employees and Contractors IT related Issues.
· Administration of Macquarie related accounts
· Troubleshooting, repair and maintenance all IT related equipment
· Monitor and respond to requests via IT help desk: phone support, email, ticket creation and proper documentation of problems reported and resolution
· Tracking and analyses of ticket trends to identify recurring issues and implement solutions

Ascentology Inc and Ascent PRO 
IT Specialist/lead (IT Specialist. Network, Servers, Desktop and Phone)
San Juan City Jan 19 2015 May 5 2016

· Install, monitor and resolves all network related Issues
· Installs manage and monitors traffic data within the servers and data bases (win serve 2008) resolves data related issues 
· Configure and set up users with Active Directory with their accounts share drives and network profile
· Set up email accounts for user with 3rd party hosting solutions, inmotionhosting,com and google.com and configure it to their computer(win xp,win7, win 8 Mac OS 10 and above) and mobile devices(android, Iphone, Ipad etc)
· Setup and configure Computers(workstations) Printers, Scanners Fax and Phone Network Printers and All in ones, from network, deployment and adding to user’s workstation
· Resolves all IT and technology related Issues, Network, Servers, Desktops, Devices and Phones
· Order and Purchase All IT related equipment Servers, Desktops, Devices and Phones
· Manages software licenses 
· Troubleshoot and support ALL OS XP and MAC related issues

Emday LLC (Belladahl, Jacob Emrani law, Venice Investments) 
IT Specialist (IT Specialist. Network, Servers, Desktop and Phone)
Broadway Los Angeles Nov 27 2013- Feb 10 2014

· The Network Specialist is an Information Technology Professional who plays a key role in the development, implementation, and/or upgrades of Information Systems.
· Reporting to the Network Operations Supervisor, the Network Specialist is responsible for responding to troubleshooting all aspects of the network including core network infrastructure and devices such as virtual desktops/servers, switches, routers, wireless access points, telephony, cable management and end user support via help desk ticketing system.
· Responsible for understanding business concerns and needs, identifying unique opportunities and assisting in the developing solutions for customer and company needs, committing to providing superior customer service and communicating technical issues written and oral, operating in high pressure situations and successfully handling multiple priorities while remaining positive and flexible.
· Responsible for hardware standards, System Images, Desktop and Application Virtualization, system patching, anti-virus/spyware, application packaging and system management tools.
· Diagnose current Windows, Apple, Android, Cisco IP telephony and other technology related hardware and software problems by asking accurate and concise questions in a professional and timely manner while performing and participating in problem investigations using root cause investigations and recommending and performing implementation of corrective and preventative measures.

UCLA Medical Information Technology for Electronic Health Record
Identity Management Analyst Temp (Project)
Westwood LA September 2012 to April 2013

· Migrated ALL UCLA Med User from Mainframe to Active Directory accounts for Epic sytems
· Creating AD and Mainframe accounts
· Modifying and Terminating accounts
· Responsible for Security and audits of accounts
· Adding and modifying accesses to more than 10 medical record applications
· Adding workgroups and work share access for users
· Care Connect access management. (Epic Citrix)
· Technical Support for Epic systems 

The HelpGroup
 IT Specialist Temp (Project)
Sherman Oaks July 2012- September 2012

· Upgraded All Network Infrastructure, Servers, Desktop and All In one Printers.
· Troubleshoot and support ALL OS XP and MAC related issues
· Imaging and deploying workstation
· Configuring workstations and other computer paraphernalia
· Asset management
· Resolving all types of trouble tickets and IT related issues
· Monitor and resolve all network related issue 
· Manage and monitors traffic data within the servers and data bases (win serve 2008) resolves data related issues 
· Configure and set up users with Active Directory with their accounts share drives and network profile
· Set up email accounts and configure computer (win xp, win7, win 8 Mac OS 10 and above) and mobile devices (android, Iphone, Ipad etc)
· Setup and configure Computers(workstations) Printers, Scanners Fax and Phone Network Printers and All in ones, From network, deployment and adding to users workstation
· Resolves all IT and technology related Issues, Network, Servers, Desktops, Devices and Phones
· Provides Support for Company related software (THG connect, etc) and other office software (office 2003, office2007 office 2010. office2013 and open office, etc.)
· Order and Purchase All IT related equipment Servers, Desktops, Devices and Phones
· Manages software licenses 
· Provide documentation for technical issues
· Answers calls and remote desktop Issues.

Aids Healthcare Foundation
IT Service Desk agent –Helpdesk 3
Los Angeles CA April 2011- July 2012


· Answers inbound calls and email for technical issue. Does outbound call for follow ups existing issue.
· Diagnoses and resolves technical hardware, software and network issues
· Researches technical question using available information resources
· Provides user feedback on how to effectively and efficiently take appropriate action
· Log, track, and close trouble ticket and IT Service request in call tracking
· Identifies, documents and escalates priority issues
· Tracks and routes problems and request and document resolutions
· Creates and prepare activity reports. provide inputs on improvement methods
· Updates system information, document and change request and maintain system updates
· Provides individualize customer service of high standard professional level
· Updates the helpdesk ticket system with modification, changes and the present status of ticket
· Resolves and input provider/client request into tracing systems according to established guidelines. Ensure proper, accurate record, files, databases are setup and maintained.
· Provides customer satisfaction to both internal users and strives to continuously improve service delivery.
· Manages licenses for company owned software
· Notifies appropriate IT staff of more serious network/infrastructure problems and work with them toward resolution.
· Works with rest of Service Desk to keep accurate logs/inventory of all software and hardware.
· Assists the rest of IT staff with the further development and administration of the IT Service Desk function.
· Organizes and maintain file system; files correspondence and other records.
· Performs other duties as assigned by supervisor.



AT&T – San Ramon, CA U.S.A. Temp (Project)
          Second Tier Support Systems and Network Technician AT & T SBC Global High Speed Internet
San Ramon CA August 2009-February 2010

· Delivers service within target service and quality levels within the call center.
· Provides on-going, on-the-floor support and development of agents' technical knowledge, continually raising the bar for quality and service levels.
· Ensures a consistently positive customer experience in the effective rapid resolution of escalated calls, difficult customer issues and uncommon customer issues.
· Partner with service leaders and process improvement leaders to evaluate metrics and identify trends, actions needed and improvement opportunities.
· Identifies and communicates process improvements within call center and engage process improvement specialists in resolution.
· Provides requirements for new systems, equipment, and tools needed to improve customer processes.
· Provides input to training to service leaders, process leaders, and agents on to ensure consistency and to increase technical/functional knowledge and customer resolution strategies.
· Utilizes networks across businesses with AT&T to serve as technical/functional liaison for business unit.


Siemens Customer Care 
Toshiba Technical Support Temp
Queson City April 2008-July 2008- (Project based Account)

· Technical support for Toshiba laptops hardware and software
· (factory installed) Cosmio support
· Warranty support 

TeleTech Novaliches 
Technical Support (DELL)
Queson City Novaliches August 2007– November 2007- 

· DELL-Technical Support Certified 
· ACE – Accent Conversational English Training Certified
· Teletech-Microsoft Windows Vista Certified
· Teletech-Pc 101 Certified
· Technical support for CTS (consumer technical support) /warranty support
· Support for Dimension, Inspiron and XPS models Hardware and Software (factory installed)
· Up selling parts (upgrades) and warranty extension


TeleTech –Novaliches 
Global Service Desk- (Project-based Account)
          Queson City Novaliches December 2006-January 2007 
· Helpdesk Support for Teletech Internal application -resetting passwords in Oracle, Active Directory Kronos, I-expense, Mainframe other TeleTech applications.
· Support for Teletech web based applications 
· Technical Support (Tier 1 for network associated problems)


          Certifications:
· DELL-Technical Support Certified
· ACE – Accent Conversational English Training Certified; Teletech-Microsoft Windows Vista Certified
· Teletech-PC 101 Certified
· QuickBooks Certified
· HIPPA certified (Health Insurance Portability & Accountability Act)
· ITIL



· EDUCATION:

TERTIARY 
· Our Lady of Fatima University 
· Quezon City, Philippines
· Hotel and Restaurant Management

ELEMENTARY and SECONDARY
· Holy Child Academy
· Quezon City Philippines


· SKILLS

· 12 years of ITsupport experience
· knowledge of network troubleshooting utilities and software packages; Contact Management systems; Problem Ticketing Systems; Internet Software; Microsoft Office productivity software.
· Ability to work with high stress and fast paced environment
· Proficiency in Win XP, MS Exchange, POP IMAP SMS for OS deployment, management and software distribution, back-up and disaster recovery, client setups for Applications.           
· Expert knowledge of Microsoft 2003 Active Directory and related service, Intermediate level or higher knowledge of LAN/WAN technology. Working knowledge of Active Directory, TCP/IP, DNS, DHCP, VLANs, MS SQL, networking, imaging, hosted VOIP and other hosted services, cabling standards, and VPNs.
· In-depth knowledge of Microsoft Office 2003/2007/2010 especially Outlook, common printer issues, virus detection and removal, rights and permissions, hardware/software troubleshooting, ticketing systems and prioritizing issues.
· Knowledge of R.I.M. B.E.S. version 5 or greater administration and maintenance. 
· Systems and Network administration and configuration
· Commitment to excellence and high standards.
· Strong organizational skills; able to manage priorities and workflow.
· Acute attention to detail. Versatility, flexibility, and a willingness to work within constantly changing priorities with enthusiasm. Outstanding customer service skills
· Fluent in American English Language
· QuickBooks Expert
· Mainframe
· Forefront Identity Manager (ID management)
· Quest Access Role Service (Web base AD)
· Epic (Care Connect and Citrix)
· [bookmark: _GoBack]Windows server 2003 and 2007.2008 R2 2012
· ITIL

