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ELOI DUGUAY
EDUCATION

BCompSc - University Laval: Bachelor of Computer Science


ITIL Certified

University of Quebec in Montreal: Certificate, Management of e-business Solutions

Delta College: Network Administration (LEA2X) TLC

TECHNICAL

SKILLS
SQL, PHP, RDP, POS, Apple IOS, iCloud, Lotus Notes, Windows OS Professional and server, Active Directory, Ticketing, Imaging, Scripting, Web tools, Cabling, Hardware testing and installation, Internet, Routers, VPN, Dial-up, xDSL, Ethernet, Cellular, Wifi, Bluetooth and USB connectivity. 

PROFESSIONAL

SUMMARY
· Active Directory & Microsoft Servers.

· Excellent Technical Customer Service. 

· Fluent in English and French languages.

· MS Office Support. 

· Apple IOS support.
· Lotus Notes and Outlook.

· Troubleshooting Skills.

· Strong knowledge of PC to Server connectivity.

· Excellent knowledge of ticketing System.

· Hardware and software installation.

· Oral and written communication.

· Supervision, time management and organizational skills.

EXPERIENCE

September 2017 - 
IBM
Now
Montreal, QC


SO Delivery - Midrange & Mainframe Sysops
· Monitor IBM mainframe and report incidents.

· Restart mainframe (LPAR) as required for instance.

· Manage super user access.

January 2015 - 
Carefusion (bd.com)
September 2017
Quebec city, QC


Technical Support Engineer
· Troubleshoot Windows 2008 R2 severs and MSSQL.

· More than 6800+ servers.

· Remote into Windows 7 stations to fix issues.

July 2013 - 
IBM
September 2015
100% Travel, QC


Lead Technician
· Handle exceptions.

· Report result of remote operations to the command center.

· Supervise team of 3 to 15 members in the client physical setup.
July 2013 - 
CGI
Novembre 2013
Montreal, QC


Advisor
· Coordinate the deployment of windows 7 and authentication system.

· Install operating system and custom software.

· Work with the engineering team to resolve complex issue.
November 2012 - 
IBM
May 2013
Kingsey Falls, QC


IT Specialist
· Coordinate support request incoming from phone calls and email.

· Translate official documents and write internal procedures.

· 10% FCR required; 60% after suggested tools upgrade.

November 2011 - 
Apple inc.
August 2012
Montreal, QC


Advisor (Montreal Technical center)
· Provided IOS devices technical support for all type of remote end-users.

· Installed, set up, supported and troubleshot IOS and other Apple inc. software.

· Installed, set up and resolved user’s Cellular, Wifi, Bluetooth and USB connectivity.

January 2012 - 
IBM
October 2012
100% travel, QC


Secondary Lead
· Diagnosed and repaired problems on lanes and cash office including servers.

· Did re-image workstations.

· Supervised field technicians. 

Septembre 2008 - 
Computer Science Corporation (CSC), Fujitsu and Desjardins
Novembre 2011
Montreal and Quebec, QC


Helpdesk Analyst
· Provided workstation technical support for local and remote end-users.

· Installed, set up, supported and troubleshot Microsoft Office 2003 Professional Suite and integrated business software running in a Windows XP Professional Environment.

· Installed, set up and resolved users VPN issues.

July 2005 - 
IBM Canada
April 2007                     Montreal, QC


Helpdesk Analyst
· Performed Lotus Notes Administrative tasks and clients troubleshooting.

· Maintained User accounts, permissions, organizations, wells, and Corporate Agreements.

· Created batch files to automate resolutions.

August 2001 - 
BELL Canada
June 2004                      Montreal, QC


Technical Support
· Troubleshot Internet connection.

· Assisted customers with Dial-up and ADSL issues, new account setups as well as questions regarding products and services.
· Provided customer service solutions as an account specialist to help retain Internet users, by providing best possible solutions that fit the customer’s greatest needs.

August 1999 -
Exchange Market System (EMS)
July 2000                       Montreal, QC


Operation Clerk
· Troubleshot IT problems with mentor.

· Send and receive supply.

· Answer the emergency line and route these calls.
