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FRANCISCO T. LLANAS JR.

Ph: 970·593·2004   FAX: 801·640·8894    llanas1977@yahoo.com
SUMMARY: Twelve years experience providing desktop technical and administrative support to a diverse set of users from the public, to private organizations, to the government, including upper level management within IBM as well as Executives for IBM accounts such as Lucent Technologies and Xcel Energies. Highly dedicated professional, easily adapts to various working environments to provide superior customer service using concise verbal, written, and demonstrative communications techniques.

TECHNICAL SUMMARY:

NETWORKING: Private VPN/IPSec over DSL/Cable/Satellite/Dial-Up · FortiGate Firewall · Sever 2000/2003 · Active Directory · Novell Admin via ConsoleOne · Novell GroupWise Networking

HARDWARE: IBM PC · Dell PC and PC Clones · Apple Macintosh G3/4 · Inkjet/Laserjet printer technologies · Scanners · PCI/ISA/AGP expansion
SOFTWARE:  DOS (v.5.0 and above), MS-Windows (XP/2000/ME/98/98se/95/3.1x), Win-NT (3.5/4.0), MS-Office Suite (2003/XP/2000/97), MS-Internet Explorer (v.3.0 to v.6.0), Netscape Navigator (v.3.0 to v.7.0), MAC OS 8 - OS X, Adobe Photoshop (v.3.0 to v.7.0-CS2), Adobe Illustrator (v.7.0 to v.9.0), Corel Photopaint (v.3.x to v.5.0,) Corel Draw 4, Pro-Motion, Macromedia Flash 3/4, ScanSoft Pagis Pro, Scanworks, Thinkstream Scan-O-Matic, WordPerfect (v.5.1 to v.7.0,) Heat ticketing tool, Remedy ticketing tool, eESM ticketing tool, Mercury IT Governance, Lotus Notes, Novell GroupWise e-mail
PROFESSIONAL EXPERIENCE: 
Highland, Inc. (contract to JBS Swift & Company) Greeley, CO www.highlandit.com
9/05-Present IT Help Desk / Level 2 / Mercury ITG focal
· Required to perform via phone/e-mail/in person support: Account ID/Password administration using Active Directory/AS400/RS6000. Required to provide expert level ID/Password administration to employees/contractors and VIP support for Project managers, Executives, and other Corporate partners/entities

· Providing WAN/LAN TCP/IP network connectivity configuration support including troubleshooting and resolving connectivity issues for users/executives in the office and users/executives/partners connecting through VPN via dial-up and high speed connections (Cable/DSL) for both desktop and laptop PC’s

· Providing problem determination and solutions for MS Office suite software along with specialized internal software. 
· Assisted in training and mentoring of new co-workers/technicians for the Help Desk

· Responsible for providing Level 2 review of incidents to provide a solution or ensure proper routing to Level 3 support.
· Assisted in configuration/integration/ongoing maintenance of IT Ticketing/change control tool Mercury IT Governance as it applies to the Help Desk.
Highland, Inc. Longmont, CO www.highlandit.com
1/05-9/05 IT Specialist / Network Administration / Web Administration
· Providing desktop / phone hardware and software service/support to staff / executives at Highland HQ and remote staff working from home.

· Training staff on new IT services or new office equipment (network printer)

· Maintenance on staff systems (Upgrades, hardware replacement/repair)

· Providing account ID/Password administration using Active Directory for staff

· Providing Web ID/Password administration using Internet tools for Highland Employees / Sub tier contractors.

· Assisted in redesigning / constructing new look for www.highlandit.com
· 2-Month on-site contract with the City of Boulder providing support to Novell/Novell GroupWise users via remote takeover capabilities/Phone/Deskside. Required to track ticketing via Heat Call tracking system.

Highland, Inc. (contract to IBM) Boulder, CO  www.highlandit.com
7/01-1/05 Helpdesk For California Child Welfare System/Case Management Software (CWS/CMS), Kubota Tractor Inc, Xcel Energy 

· Chosen by IBM to be the lead subject matter expert and to present technical information regarding IBM’s knowledgebase for Kubota support, to executives from Kubota’s Japanese / California Headquarters

· Selected to travel to California to meet with project executives to provide overall technical background on IBM’s helpdesk support

· One of two support representatives required to be available for expert level support to Kubota Executives over the phone for their offices in Torrance CA, Stockton CA, Suwannee GA, Ft. Worth TX, and Columbus OH.

· Provided support for Xcel account truck employees using wireless map display hardware and employees using Palm/Blackberry PDA devices.

· Provided account ID/Password administration using Active Directory. For all 3 accounts: Required to provide expert level ID/Password administration to employees/contractors and VIP support for Project managers, Executives, and other Corporate partners/entities

· Provided WAN/LAN TCP/IP network connectivity configuration support including troubleshooting and resolving connectivity issues for users/executives in the office and users/executives/partners connecting through VPN via high speed connections (Cable/DSL/Satellite)

· Phone Agent fielding State of California, Xcel, and Kubota employee calls concerning connectivity and administration issues for the CWS/CMS application (one of the largest 32-bit software applications written by IBM for Windows) and Xcel/Kubota software.

· Responsible for network connectivity and hardware/software troubleshooting for both desktops and laptop PC’s. 

· Responsible for insuring user security due to the sensitive nature of the subject matter supported for State of California

· In charge of level 2 Hardware problem determination/troubleshooting/resolution for State of California employees.

· Created and maintained over 150+ processes for Kubota support and State of California Hardware support.

· SME responsibilities for Kubota support and State of California Hardware support.

Highland, Inc. Boulder/Longmont, CO  www.highlandit.com
10/00-7/01 Contract Staff Manager: IBM Account 

· Provided management and sales for IBM accounts, including Printing Systems Support, Washington Mutual, Lucent, and Avaya.

· Worked closely with IBM management to insure Service Level Agreements were met and customer satisfaction for IBM clients was achieved.

· Generated sales and increased revenue through relationship management.

· Interviewed, hired, organized, trained, provided performance direction, created awards programs, counseled and coordinated the work assignments of supervised personnel.

· Reported desk metrics using call center tools, measuring and managing individual statistics as they relate to call center productivity.

· Provided desktop hardware/software support for other staff managers located at IBM in Boulder.

Highland, Inc. (contract to IBM) Boulder, CO  www.highlandit.com
7/99-10/00 Lucent Customer Service Center: Lucent Remote Access Support / In-house Tier 2 

· Phone agent fielding Lucent employee calls concerning connectivity and administration issues for the Lucent network via remote accounts

· Responsible for providing technical expertise and troubleshooting regarding Microsoft Dial-up networking and TCP/IP configurations.

· Provided advanced hardware troubleshooting of modems, ISDN Ascend Pipeline 75 routers, 970 Phones, and High-speed connectivity using VPN (Cable/DSL/Satellite)

· Created and maintained ISDN procedures for advanced ISDN support.

Aims Community College. Greeley, CO  www.aims.edu
1/98-12/02 Part-time Assistant/Instructor for Advanced Digital Photography/Imaging Class  

· Responsible for teaching design solutions using adobe PhotoShop 6.0-7.0/Illustrator 9.0 to community college students.

· Began as assistant responsible for operating instructions and maintenance of school equipment: Large format scanners/Printers.

· Promoted to instructor in fall 2000 on a 5-year contract with the option of renewal.

StarTek Inc. Greeley, CO  www.startek.com
8/96-7/99 Customer Care Technician - HP / Sigma Designs / Thinkstream / ScanSoft . 

· Phone technician fielding calls from the public and private entities concerning Hewlett-Packard products including 16 different printers in the DeskJet, 400, 500, 600, 700 Series.

· Utilized Vantive data tracking software, using Windows OS to provide support.

· Responsible for providing HP with feedback regarding procedures and practices for Help Desk.

· Assisted in the training and mentoring of new agents.

· Provided SME support to online agents for 15 different Sigma Designs MPEG/DVD decoder cards and sound cards.

· Provided telephone and e-mail tech support for Thinkstream, ScanSoft, and Xerox scanning product lines

· Trained as a StarTek Quality Assurance representative responsible for monitoring and reviewing 12-25 agents per week. Required working closely with supervisors and agents to provide week-by-week accounting of individual agent performance.

