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                        RESUME

NORVEL PACANZA RODRIGO

Address: 
#6 Biglang Awa Street, 
T.S. Cruz Subdivision, 
Novaliches, Quezon City 
1117



OBJECTIVE:

To obtain a position that is challenging and deals with other people, in which creativity, strong dedication and a high degree of enthusiasm can be fully utilized.
WORK EXPERIENCES:

April 13, 2009 to Present – EMERIOCORP PHILIPPINES, INC / Hewlett Packard Asia-Pacific Service Delivery. – an I.T. Company that whose primary business is consulting, Offshore 
Services and Outsourcing.  Worked as ASSISTANT SERVICE DELIVERY MANAGER.

· SPOC for all issues for Emerio/HP Team Leads (TLs) and Customer TLs – implement ITIL best practices on Service Management and Service Delivery. 
· Repository of all SOWs with updates – manage and monitor documentations of work instructions, cheats sheets and current best approaches to resolve problems and fast execution of resolutions. 
· Ensure continuous alignment of the services with the customer needs   
· Monitors KPIs of each team – manage and maintains and develop Key Performance Indicators 
· Response Time / Resolution time – manage and maintain top level management based on the Service Level Agreement which vendor-contingent/contractor has agreed upon.  
· Escalation to next level – manage and address escalation processes based on Incident Management and best practices which HP Asia Pacific has instructed.  Productivity per engineer – manage and maintains availability of engineers depending on each level of work whether Level1 or Level 2 or Level 3.  More over management of team leads depending on what technology being handled such as Windows Server Administration, Unix Server and SAP.   
· Attend regular meetings with Internal EMERIO, TL updates – manage Team Leads through constant meetings to address top issues and probable escalations in the near future to adopt easily the service management and become visible to vendors. 
· Attend review meetings with customer, as required – management customer expectations based on service delivery management and SLAs. Review SLAs daily/weekly/monthly/quarterly/annual – monitors performance of each technology team and its engineers, implement and create action plans to address issues and mobilize resources to meet ends.
· Owner of service improvement plans (SIP) initiatives – create plans to enhance services and present to the company such that vendors will know great deal of initiative that company of contingents is doing concrete actions for the betterment of the operation.Responsible for employee development: 
· Engineer Training based on Educational Framework  
· Such as certification requirement for every technology such as but not limited to Microsoft, UNiX, Linux and SAP. 
· Competency Inventory on KPI and KRA 
· Technical training needs and training effectiveness in three ways 
· Process Training based on Work Instructions 

· Technical Training based on skill set requirements 
· Ethical Process based on individuality and differences 
· Act as Transition Manager for old and new projects   
· On-boarding- prepare training and orientation for new joiners 
· Off –boarding – prepare exit interviews and technical assessment examinations to validate learning curve to different technologies which the company has provided and add up to proper engineer’s portfolios.

Aug 2007 to March 30, 2009 -  (ECHRS) EC Human Resource Services – 16th Floor 1609 Prestige Tower, Emerald Ave., Ortigas Center Pasig City. I.T. Officer ¬ function: As Senior Technical Person and directly communicates to client operation for I.T. 

· As head of the I.T. Team, Identifies, evaluates and resolves business issues, 

· To manage budgets, provide leadership and works on abstract problems across all functional areas of the IT infrastructure.

· Develops software applications based on project specifications and maintenance both on site and remote.

· Tests and debugs applications to validate accuracy against the program requirements and designs. 
· Maintenance and database uploads of records generated per facility

· Prepare, reviews and updates program documentation. 

· Monitors software performance and modifies it for changes and additional requirements as required. 

· Endorses developed software to users and provides necessary support. 

· Installs developed software to specified servers upon approval and keying policy documentations and I.t. Workarounds, based on I.T. Best Practices
· Relatively engage in desktop support and facilitate I.T. Workarounds mainly on operations. Keeping track of all database concerns that includes accuracy of reports posted on the company portal.  

· Generation of management reports can be made readily available by maintaining historical data possible discussion tracks and worksheet submitted and other related transactions

· Continuously upgrading of technical knowledge on application programming and the like
July 2, 2007 to May 15, 2008 - ESS MANUFACTURING COMPANY, Inc. – An Innodata-Isogen, Inc. company located at 23rd/41st/42nd/44th floors PBCOM Tower, Ayala Ave., Makati City. Worked MIS and PROJECTS MANAGER
· Function as lead to the MIS Section of the Global Technology Division of Innodata-Isogen, Inc. directly reporting to the Global Technology Director and the VP for Information Technology. 

· Main workflow is to maintain and administer the MIS and Global Technology Portal using best industry standard application ie. “SharePoint portal of MS. Project Server 2007”.  

· I am leading four dedicated team mates that consist of two experts on the field of Database Applications using .NET, MSSQL, mySQL, and LINQ; two experts on technical writing for web write-ups and documentations, an expert on Educational Framework to handle certification tracks of the global I.T.  

· Together as a team my task is to supervise two main function of the TEAM such as MIS and PROJECTS on a day to day basis. 

· Monitoring timelines of developments to all projects of the MIS such as but not limited to Bandwidth Reports, PC allocation Reports, Server Capacity Reports and etc. 

· In the Projects section: monitoring of project timelines of the whole Global Technology Department stretching from one facility to the next. 
·  In addition to this my team handles Educational Framework section which delivers certifications and training to all Global Technology Department with work-specific tracks and archived transcripts.


Current Projects Developed: a wide array of web based status reporting to the Global Technology Portal using c# and .NET charting; such as Bandwidth Usage Per facility reporting, Storage per facility reporting, PC Allocation per Facility reporting, Calls Reporting and the last is Service Desk Status Report and Service Pages Form application using HP Open View Service Desk 5.0 its Administrations and Implementation. 

(Dec 30, 2005 – June 30, 2006) ACTIVEVOICE Incorporated (Unit 8N – Cyberone Plaza, Eastwood City CyberPark Quezon City.) Leading Philippine-based provider of offshore customer care solutions to U.S. based clients. Worked as I.T. Lead
· As Senior Technical Person and directly communicates to client operation for I.T.; as head of the I.T. Team, Identifies, evaluates and resolves business issues, manages budgets, provide leadership and works on abstract problems across all functional areas within IT. 

· To direct efforts of others for the achievement of the strategic and operational objectives of the group. Responsible for executing on functional and business goals for the group.  Addresses problems across functional areas of the business. Influences individuals within and outside the IT department.  

· Responsible for meeting budgetary goals and objectives. Prepares and presents reports to all levels of management and staff.  

· Mentors subordinates and evaluates the performance of the satellite-office based Desktop Analysts, Server Specialists, and vendor contracted personnel.  

· Manages the offices’ IT operations, processes, key performance indicators, customer service level agreements. Provides daily operational direction and oversight in delivering committed SLA's of the satellite office. 

· Coordinates with suppliers and vendors that conduct business with the satellite office. Proactively plans and implements IT projects beneficial to the company.  

· Optimizes daily IT operational tasks Implements and manages Metrics and Reporting required by the Operations Group. 

· Build and manage IT team within the company to get their best performance. Ensure the availability and stability of the IT systems in accordance with the organizations’ requirements. 

· Oversee the provision and review of training to (technical) users and/ or other support staff in the company in order to be able to use the system in an effective way.
(Nov 17, 2003- Dec , 2005) EPIXTAR IT ENABLED SERVICES CORPORATION (Eastwood libis, Quezon City.). Worked as I.T. Senior Systems Administrator and Creative Design Supervisor (2003-2005)
· Directly reports to the I.T. Manager with a dotted line to the It Director overseas; 

· Manage I.T Helpdesk Support; Management of Server Infrastructure both Linux and Windows Server 2000/2003; Telecommunications gateway administrator for Nortel and AVAYA system to Overseas business offices; 

· Designed and implemented Secured Network System Enterprise wide

· Created modular training manual for I.T. Policies and Regulations for the International Standards of Organization (ISO) (TUV)

· Established communication network to suppliers so as to create a great deal of product supports.

· Implemented enterprise wide office systems training to employees like the use of Microsoft.
· Administration task on various server-infrastructure like window server and the like, maintenance of the Active Directory of the company, implement OUs and file storage capacity allocation.

· Implement information security management on all server infrastructure and consolidate reports weekly, bi-monthly and year-to-date. 

· Coordinate server management to other site infrastructure of the enterprise.

· Manage group efficiency and education track and certifications to provide high level of expertise on different technologies being used in the enterprise.
(April 13, 2000 – Dec 15, 2002) Phil-Korea Sports, Inc. / Sports Limited USA, Inc. 
(Bataan Export Processing Zone, Mariveles Bataan) I.T. A Manufacturing company engaging in distribution of High End racing apparels that warehouses mainly in Korea, Japan, Philippines and the USA. Worked as Systems Development Manager.
· Directly reporting to the Country Manager

· In charge of the intranet operations using accounting and payroll system; 

· Monitoring of database for shipping and tracking; 

· Server Administrator using Windows Servers; 

· In charge of the Active Directory and Domain Controllers of the company; 

· In charge of the Web Presence design and development;

· Handled 5 technical persons to facilitate desktop support to every department which means enterprise wide; 
· in-charge of the monitoring telephony system using Siemens-PABX large scale system

· Introduced computer network system and application using web interface for payroll, accounting, data tracking etc.; 
· Has established network infrastructure using cisco switches and routers; 
· Maintained E1 connection to Korea-America-Philippines and vice versa; 
· Was able to manage Active Directory to WAN to Korea-America-Philippines domains.

OTHER CONSULTANCY JOB: NON-REGULAR 

(March 2, 2007 – May 2007) Hosted Account Solutions Communications (HAS). 9th Floor, Strata 2000, Ortigas Center Pasig City. 

Consultant for Systems Infrastructure and Network Design: 

· A BOT Project arrangement for me to function as Auditor for Systems and Network Infrastructure.  

· Overseeing activities thought the companies IT procedures and its right implementations.  

· In line with the job is recommendation and de-recommendations of process that is affected by current infrastructure whether to propose new technology versus current.  

· To acquire changes to both physical equipments and procedures configurations but without discarding current but utilizing as well.  

· A three-month project ended in May of 2007 
(Oct 30, 2006 – Feb 28, 2007) Iwebmasters.com/ContactCenter.Com. (Contact Center House, Tordesillas St., Brgy. Bel-Air Makati City) 

Worked as BOT Project Lead Consultant for a six-month for call-center-build project:  

· Designed network infrastructure, mobilize developments and monitored updates in accordance to timelines.  

· Initialize testing phase started in the first week of November and full used of facility in second half of November. 

· Transfer of Management and Knowledge transfer was made in the 2nd week of February. The project does not include active directory implementation but I added it as part of the give away so that security can still be kept even without clause in the contract.

(July 15, 2006 – Aug 3, 2006) APLUS.NET PHILIPPINES INC. (30th Floor, IBM Plaza Eastwood City CyberPark, Bagumbayan, and Quezon City 1110) a complete Internet Service Provider specializing in small businesses and personal solutions based in San Diego, USA.

IT Consultant: 

· My task is on planning of I.T. Infrastructure and Telecommunications for the APLUS.NET Philippines Inc. and acquisition of network, computer and other business machines for off-shore shite.

· To Consolidate I.T. Resources to both local and international; 

· To Design and Implement I.T. Management Procedures of Clienteles, CRM Application Modules, VOIP implementation and outsourced content management.

· Directly reporting to the Country Manager

· In charge of the intranet operations using accounting and payroll system; 

· Monitoring of database for shipping and tracking; 

· Server Administrator using Windows Servers; 

· In charge of the Active Directory and Domain Controllers of the company; 

· In charge of the Web Presence design and development;

· Handled 5 technical persons to facilitate desktop support to every department which means enterprise wide; 
· in-charge of the monitoring telephony system using Siemens-PABX large scale system

· Introduced computer network system and application using web interface for payroll, accounting, data tracking etc.; 
· Has established network infrastructure using cisco switches and routers; 
· Maintained E1 connection to Korea-America-Philippines and vice versa; 
· Was able to manage Active Directory to WAN to Korea-America-Philippines domains.

(June 02, 2003 – Sept 30, 2003) BEPZ MULTINATIONAL SCHOOL (Mariveles, Bataan) MIS CONSULTANT Function: 

Worked as Computer Systems Developer and part-time instructor: 

· Enabled Payroll and Accounting system; Enabled Registration and Enrollment System; 

· Conducted Regular Training to Employees to use different rudiments in computer applications; 

· Established Network infrastructure in Aug 2003 as part of the School’s Upgrading from manual sharing of documents to automated

(April 11, 2001 – May 30, 2002) PETRON TERMINAL CORPORATION (Limay, Bataan) PLC Maintenance Engineer Consultant Function: 

Worked as part=time systems maintenance engineer: 

· administering online record monitoring system that stretches to all sites particularly for oil distribution centers; 

· Directly communicates to the Chief Engineer for technical instructions such as digital monitoring of oil to power consumptions; 

· Daily analysis and reports of oil output and input from service centers via online tracking system and monitoring. 

· Work at the same time as pat time teacher/instructor to Peninsula School – a school dedicated only to Petron employee’s children.

(Jan 2001 – May 2001) NATHANIEL P. COLOBONG AND ASSOCIATES Accounting Firm (Mariveles, Bataan) MIS CONSULTANT Function: 

· Worked as part time I.T. Consultant and Systems Developer

· Computerized Accounting and Auditing System.  Ended project contract in May 2001.

· Provided desktop support to internal and external clients

CURRICULUM VITAE:


· (1995 – 1999) – AMA COMPUTER COLLEGE QUEZON CITY (Villa Arca Subd., Proj.8 Quezon City) B.S. Computer Engineering

· (1993 – 1995) - SAN JUAN DE LETRAN COLLEGE (Intramuros, Manila) A.B. Philosophy-Classical With continued units from (1990 – 1993) SAN CARLOS MAJOR SEMINARY (Guadalupe, Makati) Major in Classical Philosophy
· (1990 – 1993) – SAN CARLOS MAJOR SEMINARY (Guadalupe, Makati City) A.B. Classical Philosophy. First Year to Third Year Philosophy.
· (1986 – 1990) - OUR LADY OF GUADALUPE MINOR SEMINARY (Guadalupe, Makati City) Diploma in Secondary Education 
· (1983 – 1986) - SACRED HEART ACADEMY (Novaliches, Quezon City) Diploma in Elementary and Intermediate EducationFrom Grade 3 – 6 (Elementary) with continued studies in (1979 – 1983) at THE PENINSULA SCHOOL – De la Salle Affiliate (Limay, Bataan) Preparatory to Gr. II.

SKILLS: 

ITIL Best Practices Implementations of Service Management and Service Delivery.

· OVSD/OVSC (HP Open-view Service Desk/ Service Center) Implementation, management and actual ticketing system

· Administration of MS. Windows Server Environment and Server applications as follows and working background on the following skill sets name;

· I.T. Policy and Auditing through ITIL Best Practices and ISO 27001 framework.
· Active Directory and Domain Control over Local and Wide area of deployment, DHCP, DNS admin and maintenance.
· Server Applications - Windows 2000 – 2003 Servers Enterprise and Data Center; 
· Windows SQL 2003 Database Administration; Web Server; Email Exchange administration and configuration; M.S. Video Streaming Server.
· Telephony System using- Cisco Call Manager Server 2000/2002 configuration and control accounts creation reports management; 
· AVAYA Telephony Systems Deployment and Tech Support; Nortel Telephony Systems; 
· Asterisk PBX using SIP configuration, Deployment and Implementation.

· Security Systems Management- Antivirus Servers (McAfee and EPO Control and Monitoring)
· General Server Administrations in the NOC- Network Security Server Administration and Maintenance; Wide scope processing like using E-Trust and the like for anti-mail spamming, Logs and Access Tracking; 
· Thin Client Administration using Citrix System Administration Suite

· Network Administration (Local and Wide Area including WiFi and CDMA) - Non-Cisco and Cisco System Administration; 
· Switch Configurations such as 2600 series, 3500 series, 4500 series, Access Points, and pix firewall.
·  Other switches such as LinkNet and Nuwave Switches administrations; with knowledge of Virtual LAN Management and configuration; 
· Virtual Private Networking (VPN) and Broadband Communications; With Extensive knowledge in Dialer Management such as Strata, Datatel, and Asterisk “ViciDial” 

· APPLE MAC CLIENT-SERVER ADMINISTRATION - G5 Server Configuration and Setup using (Panther client/server) and (Tiger client/server) using native UNIX language;
· Administration of Airport Base (WiFi connectivity); Clients (Powerbook G4) and printers; 
· Client email technical support using Microsoft Entourage for MAC and Other Mac based applications 
· HP Open View Service Desk Management and Administration

· MS SharePoint 2007 and MS Projects Management and Administration

· Web Development using .NET and Dreamweaver, Photoshop and Vector Imaging
OTHER HANDS-ON APPLICATIONS: 

· HP Open View Service Desk Management and Administration

· MS SharePoint 2007 and MS Projects Management and Administration

· Web Development using .NET and Dreamweaver, Photoshop and Vector Imaging
TRAININGS AND SEMINARS: 

· HP OPENVIEW SERVICE DESK MANAGEMENT AND ADMIINISTRATION

(An in-House Training for Educational System of Innodata-Isogen, Inc.)
Aug 6-10, 2007

· ITIL Foundation Certification Training and Seminar (In House Training on Educational System of Innodata-Isogen, Inc.)
Oct 15-19, 2007

· 2005 BUSINESS 101 – Leadership Training 
Marketing vis-à-vis Information Technology (Epixtar House – libis, Q.C.)
April 18-22, 2005

· 2004 MSCSA/MCSE TECHNICAL SCHOOLING for Certification Training 
(Epixtar House – Quezon City)

Feb 2-6, 2004

· 2004 AMERICAN CULTURE AND ENGLISH COMMUNICATIONS 
Accent Training (Epixtar House – Alibis, Q.C.) 

Jan 22-23, 2004

· Broadband Internet on CCTV  Network Design and Implementation

Mariveles Space Cable Office (Mariveles, Bataan)

Oct 25-26, 2001

REFERRENCES:

· Mark Cruz 

Head of Infrastructure – Administrative

Ess Manufacturing Co. Inc. – Innodata-Isogen, Inc.

CP#: 0917-5396857

· Richard Florentino

Senior Systems Administrator

Prime Communications, Inc. – formerly Pacific Internet Inc.

CP#: 09102148539

· Fernando Perez

Junior Systems Administrator

Accenture, Inc.

CP#: 0917-3625908

· Jeffrey Viri

Senior H.R. Supervisor

Contact Center Inc.

CP#: 0927-4638734

