KEVIN D. PRESLEY

2221 Westcreek Road, Apartment F-92
Houston, Texas 77027

Telephone: 832.623.1436

Email: mycareer@kevinpresley.com
Website: www.kevinpresley.com
Profile: Business and Information Technology professional with 5 years experience in telecommunications and information technology.  Analytical and technically inclined, with a proven record in building customer relationships.
EDUCATION & CERTIFICATIONS
Master of Science (2009) – Information Technology; Florida Institute of Technology; GPA 3.0
Bachelor of Business Administration (2006); American InterContinental University; GPA 3.2
Certified Associate in Project Management (In Progress)
Oracle Certified Associate – Database Administrator (In Progress)

CompTIA A+ Certified Professional – Remote Support Technician (2008)

CompTIA Linux + Certified Professional (2008)
TECHNICAL SKILLS

▪ Hardware/Software Installation


▪ DOS/ Windows/Mac OS X/Linux

▪ Database Management

▪ Microsoft Office 2003/2007


▪ Systems Development Lifecycle (SDLC)
▪ Knowledge Base


▪ Network Support: LAN/WiFi/WWAN

▪ Oracle 11g/10g/9i


▪ SQL

▪ Microsoft Visio




▪ Software Quality Assurance (SQA)

▪ Microsoft Project
PROFESSIONAL SKILLS

▪ Decision Making Skills



▪ Management Skills


▪ Leadership Skills

▪ Multi-tasking Skills



▪ Interpersonal Skills


▪ Project Management
▪ Strong Customer Focus



▪ Team Player



▪ Team Leader

PROFESSIONAL ACCOMPLISHMENTS

ANALYZED clients’ specific technology needs and positioned comprehensive packages consisting of hardware, software and services to meet individual requirements.  Leveraged negotiation and persuasion skills to influence customer decisions and resolve issues.
 DESIGNED relevant training materials and facilitated team meetings to provide necessary training for technical support coordinators to address issues resulting from Windows Vista release. Performed as subject matter expert for regional Technical Support, Customer Care and Retail divisions.

IMPLEMENTED department-wide process improvements to increase trouble ticket accuracy and reduce unnecessary rework, resulting in a reduction in response time and number of defects in resolving network issues. 

EVALUATED the performance of Customer Care representatives, provided on-going coaching and development, and conducted monthly and quarterly performance reviews, resulting in an overall improvement of such skills as negotiation, building rapport and customer retention.

MAINTAINED a small office network involving multiple OS platforms, LAN and WiFi connections and network security.  Performed hardware and software installation, and repaired and upgraded systems as necessary to ensure system continued to meet the evolving needs of the participants.
PROFESSIONAL EXPERIENCE

Technical Support Coordinator II







Apr 2006 — Aug 2009

Verizon Wireless









Houston, Texas
▪ Supported end-users in troubleshooting smart phones, PDAs, Blackberries and wireless connectivity on laptops and desktops 
▪ Escalated unresolved network issues to the Network Operations Center via a project management system and followed up to ensure resolution

▪ Communicated complex technical data and partnered with novice computer users to efficiently address customer concerns and offer solutions
▪ Coordinated with senior management to discuss growing customer concerns, trends and opportunities for process improvements 

▪ Received commendation from the Vice President of Customer Service for providing outstanding customer service 
Continued on Next Page
Sales Consultant









May 2004 — Jul 2005

Dell Computers









Austin, Texas
▪ Analyzed client's technology needs and positioned packages consisting of hardware, software, and services to meet individual requirements.

▪ Solicited customer objections and overcame such objections to close sales and meet performance goals

▪ Awarded "Sales Representative of the Quarter for 3rd Quarter of 2005"
Customer Care Representative II







Dec 2000 — Dec 2003
AT&T Wireless









Austin, Texas



▪ Provided superior customer service to the company's High Value Customers

▪ Address the concerns and issues of at-risk customers requesting to cancel and provided solutions to retain customer loyalty

▪ Coordinated with Training Department to develop relevant training initiatives for new hire Customer Care representatives
▪ Supervised a team of Customer Care representatives, monitored attendance and conducted performance evaluations

▪ Recognized for consistently exceeding established quality standards for 3 consecutive quarters

▪ Selected to participate in the Advanced Coaching Internship Program as preparation for a management role
