Lisa McCormick
185 Academy St, Apt 2, Wilkes-Barre, PA 18702

Cell: 570.814.0557 ( E-mail: lisa@lisamcc.com
Objective
· To obtain a challenging position and lead a team of sales and customer service representatives as a Supervisor that will utilize and enhance my knowledge and skills, lead to increasing levels of responsibility and allow for future advancement opportunities

Key Qualifications 
· Strong interpersonal, communication and project management skills while working in a fast-paced environment, with an assertive, productive and self-starter attitude
· Ability to adapt to new technologies proficiently
· People management: scheduling each morning for daily activities to be completed for each individual Abay Support Staff member and NSS in Abay

· Team motivation: develop ideas for contests and instruct Support Staff to conduct contests and motivate team with congratulatory emails, award Pickett Points and provide recognition of top performing NSS

· Team development: provide training to new members of Abay Support in becoming proficient in the skills needed to assist New Hires in attaining all the skills needed to become successful in production

· Team leadership: 

· maintain a positive and productive learning environment for New Hires and Support Staff, coach NSS’s and Support Staff on best efficiency practices to foster professionalism and courtesy to our customers an other team members

· play key role in determining NSS’s moving out of Abay and into production, determine NSS’s who may not fit our NetSol culture, working closely with HR and management to minimize negative customer impact

· make key decisions for Abay activities while coordinating with managers to ensure best customer experience and maintain company needs as a priority

· Report analysis: analyze Performance Summaries, Aspect Reports and Quality Scores to identify team and individual trends to determine applicable preshifts, workshops or 1-on-1 training sessions to be provided to enhance opportunity areas

· Handle supervisor escalations and work with necessary departments to resolve customer issues within a timely and efficient manner to increase customer retention and maximize customer satisfaction
Accomplishments

· Develop and maintain Abay Central: created and uploaded Quality job aids, quizzes, workshop documents and separate sections for Abay Support Staff to have a central area to access all links, support tools and documents, 

· Enter quizzes into Quia, an online quiz program: now all training documents are available online, eliminating need for as much paper and creating more efficient scoring of quizzes

· Assist Abay Support team periodically to update, enhance and revamp Abay preshifts, workshops and quizzes to maximize learning potential and information retention

· Scripted the material used to create the Sales Assistant Website as group effort in Abay Support
· Awarded top Quality Score award at Hazleton Heroes multiple times

· Achieved C.A.R.E. award

· Invited to attend Inner Circle 2 times for outstanding performance in PVIP skill set

· Recommendation to develop focus groups to follow up with NSS’s after graduating Abay and being in production – now a Reunion meeting for recent Abay graduates is held by the training manager and feedback is provided to Abay Support for continual enhancement of the Abay program 
Work Experience
Academy Bay Support Supervisor – Network Solutions, Drums, PA – May 2005 to present
Previous Positions held at Network Solutions – Academy Bay Support Staff, PVIP, Tier 1

· Supervising new employees including assisting them to help their customers, monitoring, coaching and training them as illustrated below:
· Monitoring specialists phone calls and providing feedback to enhance specialists’ skills
· Coaching and creating strategies to help new employees to develop key skills in “good habit form”, such as working proficiently to maximize sales while maintaining a balance of high quality in customer interactions and efficient call time
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· Training workshops and/or individual employees to help them to learn technology subjects related to domain names, DNS and web hosting
· Assisting customers in understanding how their domain names and DNS works and the functions of web hosting features as they are related to their business, and providing troubleshooting expertise for their email, web sites and web hosting packages
· Provide training, coaching and development of new Abay Support Staff members
Advertising and Network Administrator – The Auto Shop, Inc, Mountaintop, PA – September 1999 to May 2005
· Marketed to correspond with company needs, using Microsoft Publisher; analyzed the effects of the advertisement and the revenue created for future designs

· Managed customer database, by periodically purging customers based on statistics I analyzed based on customer frequency 
· Set up new computers, including installing software, email configuration, upgrading hardware such as installing Ethernet cards, connecting printer manually and sometimes over the network and finally instructing end user on how to use the computer and software that was set up for them

· Troubleshooted end user errors and problems including internet connection errors, reassigning network drives, email sending/receiving issues, printer issues and application and software issues
· Maintained network by installing and configuring security software on the Dedicated Host and allowing specific user access levels to the server
· Upgraded all company computers from Windows 98 to Windows XP operating systems, including updating BIOS, reformatting all computers and reinstalling all software and drivers.

· Prior to completing the upgrade process I contacted several vendors and requested rates for upgrading to Windows XP Professional versus Windows XP Home.  Through careful consideration of network and security requirements, and business needs such as low cost, I was able to provide an appropriate solution in a timely manner.
· Handled maintaining adequate level of necessary replacement office supplies

Intern – Cornell Iron Works, Mountaintop, PA – June 2001 to August 2001

· Gained knowledge of website development and code by studying the code structure of a current program and revised and modified the program using RPG IV programming on an AS 400

· Troubleshooted networking problems by testing and re-terminating RJ-45 plugs on Cat 5 network cables, testing cables for continuity, testing jacks for proper current, and troubleshooting router connections
Technical Skills

· Programming / Code:  RPG IV on the AS/400, Cobol, C++, Visual Basic, html, CSS
· Design Applications: Microsoft Publisher, Pinnacle Studio, Microsoft Digital Image Pro, Adobe Dreamweaver, Magix Audio Studio
· Operating Systems:  Microsoft Windows 9x/NT/2000/XP/Vista, Windows Server 2003, Mac OS X
· Networking: TCP/IP, Ethernet, Wireless Networking
· Applications:  Microsoft Office Suite including FrontPage
Education Experience

Completed MIS Network Administrator Program
New Horizons Computer Learning Centers, Wilkes-Barre, PA – January 2005 to November 2005
· Involved in hands-on instruction with thorough training on assembling computers one part at a time, while learning about each part and assembling into a system
· Working with the latest operating systems and software by installing, configuring and troubleshooting systems to operate efficiently

· Gaining hands-on knowledge on configuring and operating a variety of networking products, with the most popular networking fundamentals and troubleshooting computers in a network environment
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Bachelor of Science in Computer Information Systems May 2003
King’s College, Wilkes-Barre, PA

· The King’s College Computer Information System curriculum was primarily concerned with the application of the systems development life cycle to business-oriented, computer-based information systems.

· The subject matter involved the study of systems analysis, systems design, database management, and computer programming, along with other technical and business study areas pertinent to the development and implementation of information systems in a variety of operational and administrative settings.
