Reginald Gregory Sanez

8457 Brass Knob Court ¨ Annandale, VA 22003 ¨ Phone: 703.573.7815

E-mail address: reginald.sanez@help-pc.com


OBJECTIVE

Seeking a resource position within the Technical Support Division of RCN

.

SKILLS

Hardware:  Analog Modems, Networking Hardware (Bridges, Hubs, Ethernet Adapters), Cable Modems, Cisco 7200 Universal Broad Band Router

Software:

Operating Systems: Microsoft Windows 3.1/ 95/ 98/ ME/ NT/ 2000, Mac OS 7.5.1 to Mac OS 8.6 

Applications/Internet Applications: Cable Data, Cisco OS commands,  Microsoft Office Suite, HTML, FTP clients, Telnet, TCP/IP, Internet Explorer 3/4/5 Outlook Express 4/5, Netscape Navigator, Netscape Communicator 4.0 to 4.7, Eudora,  Lotus Notes, Novell Netware 4.11, ProSeries for Windows, Turbo Tax

QUALIFICATIONS SUMMARY

Extensive experience working in a call center environment and troubleshooting calls from several phone queues.  Background in computers and mobile electronics. Worked directly with clients and customers as a manager and supervisor.  Experienced with general office responsibilities and day to day management of retail establishment.  

PROFESSIONAL EXPERIENCE

Resource Help Desk: RCN Internet, Springfield, Virginia  (July 2000 – Present)

Highest level of residential customer support

· Provide advanced technical support for internet dialup and cable modem customers

· Provide technical support for technical support analysts

· Responsible for monitoring queues and technical support analysts

· Responsible for handling escalated customer issues and complaints

Technical Support Analyst: RCN Internet, Springfield, Virginia (February 1999 – July 2000)
Troubleshooting and resolving technical and customer service related issues.


· Provide technical support for Internet customers resolving connectivity and browser issues for PCs and Macs.

· Responsible for resolving customer service issues such as renewals, cancellations, and password changes.

· Perform as mentor for new hires and conduct callbacks when requested by a resource or the control desk.

Supervisor: The Clean Machine, Falls Church, Virginia (September 1994-October 1999)
Supervised over six employees and oversee daily operations of automobile wash, gas station, and detailing service.

· Managed scheduling of employee hours and oversee staff performance.

· Dealt with clients and provide advice on vehicle maintenance.

· Responsible for customer complaints and overall customer relations.

· Responsible for maintenance and operations of cash and credit revenues.

EDUCATION

Stratford College, McLean, Virginia.

Certified Novell Administrator, April 1999. 

Northern Virginia Community College, Annandale, VA

Accounting, June 1994

Virginia Polytechnic Institute, Blacksburg, VA

Liberal Arts and Sciences, September 1989 – June 1991

REFERENCES

Available Upon Request
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