Jennifer Robinson
Bowling Green, Kentucky
JRobinsonWKU@gmail.com  |  https://www.linkedin.com/in/jenniferlrobinson25/

Professional Summary
· Passionate and dedicated IT professional with over fifteen years of customer experience and a decade of IT expertise across various domains, including hardware, project management, service/help desks, documentation, and field services.
· Awards/Recognition: Dell Service Everyday Heroes 2017, Dell Excellence Bronze 2016, 30% NPS for our client at NTT Data, 1500 PCs personally refreshed out of 3500 PCs for two hospitals.
· I seek an ITSM business with a focused organization that identifies opportunities.

Certifications
· Foundations of Service Management, ITIL 4 | Axelos | ID: GR671230988JR January 2021
· Google IT Support Certificate | Google | ID: 6J8E8596HSVN March 2024
· Foundation Data Analysis Certificate | Google | ID: W9WT7QMD396
· Bureau of Labor and Statistics: Public Trust Clearance Cleared in December 2022 – December 2024

Education
Bachelor of Arts| Degree: Education | Western Kentucky University | Graduated December 2011

Professional Experience
Tennessee Bar Association | Nashville, TN | July 2024 – Current
Information Technology System Administrator
· Utilized MemberCentral for managing databases, membership accounts, Continuing Legal Education (CLE) courses, and reporting functions. 
· Employed JAMF for the administration of TBA Macintosh computers and Windows systems via Software as a Service (SaaS). 
· Documented all IT processes related to TBA comprehensively, developed Standard Operating Procedures (SOPs), and prioritized continuous enhancements to improve operational efficiency. 
· Effectively resolved technical issues within O365 applications such as Outlook, Teams, and OneDrive on MAC platforms. Also, I used LastPass and Evernote for their applications. 
· Updating coding HTML for TBA.ORG, starting to use SQL for TBA their CLE projects

Integrated Management Strategies LLC | Vienna, VA October 2023 - August 2024  Information Technology System Administrator
· As the sole IT Specialist at IMS, I undertake diverse responsibilities, including installing systems, performing system refreshes, managing tickets, troubleshooting technical issues, addressing network concerns, and overseeing equipment inventory.
· Expertly managed Azure Identity and Access Management (IAM) policies through MS Entitlement ID to efficiently regulate resource access and enhance security measures.
· Skilled in deploying and overseeing Microsoft Azure cloud services, including virtual machines, Azure App Service, Azure Functions, and Azure Storage.
· Collaborated with cross-functional teams to enhance O365 utilization and spearhead continuous improvement initiatives while also leading the creation of an Employee Hub SharePoint project.
· Proficiently resolved technical issues within O365 applications like Outlook, Teams, and OneDrive. Played a crucial role in facilitating smooth migrations from on-premises email systems to Office 365, emphasizing data integrity and operational continuity. Additionally, I created SOPs to streamline onboarding and offboarding processes.

Tria Federal | Washington D.C. | December 2022 – October 2023
Service Desk Team Manager for the Bureau of Labor Statistics (Government)
· Directed and managed end-to-end operations for Tier 1 and Tier 2 support, consistently meeting Acceptable Quality Levels (AQLs) to uphold service level agreements for the Department of Labor (DOL). (Acceptable Quality Levels aka SLA. 
· Proactively monitoring call volume and data to maintain accurate documentation and promptly escalate any critical issues, ensuring efficient operational oversight and swift resolution of potential challenges
· Demonstrated expertise in designing and implementing Active Directory organizational units (OUs) and Group Policy Objects (GPOs) to enhance IT management efficiency and streamline operational processes within the organization.
· I leveraged Intune applications to manage app deployment, updates, and remote wipes, ensuring the protection of sensitive data and compliance with stringent data security protocols.
· I actively participated in a project targeting new agents, contributing to the creation of a guidebook covering the use of BLS's ticket program, SLAs, ticket creation, ticket routing, and comprehensive ticket documentation procedures.
· I have showcased proficiency in facilitating Scrum services, including sprint planning, daily stand-ups, and sprint reviews. These efforts have enhanced project efficiency, collaboration, and customer satisfaction.

NTT Data | Leonardtown, MD | March 2020 -December 2022 | IT Site Manager (Delivery Specialist) for MedStar Health
· I oversee all site tickets and projects for two hospitals and 30 clinical offices, managing tasks including equipment upgrades, client/user escalations, and troubleshooting software and hardware issues to ensure smooth operations and an optimal user experience across the healthcare facilities.
· I aided the client's Assistant Vice President (AVP) for Root Cause Analyses (RCAs), high-priority tickets, tech bridges (also known as war rooms/calls), IT rounding, vendor interactions, and reporting to ensure seamless operations and effective communication within the IT environment.
· As the Subject Matter Expert (SME) for the designated client site, I oversaw initiatives to enhance customer NPS (Net Promoter Score) and overall client satisfaction ratings, driving improvements and fostering positive relationships.
· I have experience in overseeing end-to-end management lifecycle projects following project management standards. I support transition and transformation projects encompassing large, distributed user bases to ensure successful implementation and adoption.
· I collaborated with Intune and Azure Active Directory (Entra) to streamline the organization's user authentication and device management. Additionally, I contributed to developing knowledge articles for onsite technologies and ServiceNow to enhance internal support resources and workflows.

NTT Data | Bowling Green, KY | August 2016– February 2020 | Service Desk Team Lead for MedStar Health
· I oversaw day-to-day supervision, resource planning, and work allocation to achieve agreed service levels for a team of 20-35 agents.
· I handled troubleshooting tasks, including virus prevention, detection, and removal, utilizing ServiceNow to manage tickets and requests efficiently.
· I supported service desk agents in collaboration with senior management to position them as a vital business asset.
· I effectively coordinated and managed all key stakeholders involved in service desk operations, including the service desk team, customers, and other relevant parties, to ensure smooth service delivery.
· I maintained thorough documentation of all processes utilized by the service desk, conducted regular audits, and focused on continuous enhancements to optimize operational efficiency.
· I generated comprehensive reports on service desk tickets for Service Management and clients, presenting the data effectively through presentations to ensure clear communication of service performance.

Dell / NTT Data | Bowling Green, KY | August 2015 – August 2016 Service Desk Agent for Mount Sinai and MedStar Health
· I leveraged the BMC Remedy program to efficiently generate and manage tickets while maintaining meticulous incident and service request records.
· I promptly address and resolve healthcare clients' inquiries and technical issues via various communication channels, including chats, emails, and phone calls.
· I develop comprehensive Knowledge Base Articles (KBAs), guides, and training materials to help clients navigate common technical issues effectively.

Martin Automotive Management | Bowling Green, KY | January 2013 – August 2015 Business Development Account Manager
· I leveraged CRM software, specifically VinSolutions, to provide client-centric solutions tailored to customer needs. Additionally, I oversaw the management of eight car dealerships across five states.
· I generated forecasts for account metrics and reports, ensuring detailed account status updates were prepared for effective decision-making.
· I focused on nurturing relationships with new customers to meet sales targets and provide valuable insights into new products, features, and options.
· I specialized in qualifying and following up on warm internet leads regarding new and used vehicles' availability, pricing, and options to facilitate informed customer decision-making.
· I maintained contact with customers via email, phone, and regular updates on promotional offers to enhance engagement and retention.

SITEL Call Center | Glasgow, KY | October 2012 – January 2013 | (3rd Vendor with Best Buy) Geek Squad Agent
· I effectively addressed customer needs using MACs, PCs, laptops, desktops, modems, peripherals, and other devices.
· I played a crucial role in fostering a positive customer experience by cultivating relationships, demonstrating empathy, and offering tailored solutions to meet their needs.
· I effectively resolved customer technology issues by employing a systematic approach: asking probing questions, actively listening, seeking clarification, taking detailed notes, and providing accurate time estimates for the next steps.
· I closely monitored queues and provided precise status updates to customers, ensuring transparency and timely communication.

Afni | Bowling Green, KY | December 2011 – August 2013
(3rd Vendor with Verizon Wireless) Training and Transition Supervisor
· I led training for a new-hire class of 20-35 individuals over 5 weeks and supervised a production team of 30-40 agents.
· I designed a novel curriculum focused on customer experience analysts' etiquette, which reduced related issues by 30%.
· I supported agents in handling escalated customer calls, including assisting with tech tier II inquiries related to mobile devices.
· I oversaw and reported on performance trends for the designated project team of agents to ensure optimal outcomes.
· I managed attendance records, payroll reports, and various administrative tasks to ensure smooth operations
· 

References
(contact information available upon request)

TBA
Lanny Brown – current manager – Assistant Executive Director
Linda Murphy -  Receptionist & Membership Coordinator
IMS
Hari Vijay – current manager – Chief Operating Officer Tina Strolle – HR Manager

Tria
Terry Bradford – previous manager – Customer Service Manager

NTT Data Management
Shannon Howard – previous manager– Delivery Manager with MedStar Health Donald Nelson – previous manager - retired CDE with MedStar Health
Lisa Bowlin Powell– previous manager – retired Manager of Service Management

Clients
Donald Sirk – client with MedStar Health – IT AVP for St. Mary’s and Southern Maryland Hospitals
Drew O’Hara – client with MedStar Health – Supplier Metrics Analyst

