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	2nd Street #3D  Town, New Jersey 07700
Mobile: 732-236-0000 
Email:  SherrieOliver@aol.com



TEACHER  TRAINER  MANAGER

QUALIFICATIONS PROFILE
Dynamic leader, trainer and educator with proven success of building teams for maximum effectiveness, cutting costs and providing strategies.  A self starter possessing a solid background in training abilities, management and mathematics, who exhibits outstanding communication skills by easily interacting well with diverse customers, staff and co-workers.  Consistently meets and exceeds corporate goals while also mentoring staff to continually improve customer satisfaction.  
Core competencies include:

 Project Management	 Cross-functional team leadership
 Strategic Planning	 High caliber written and oral skills
 Building Relationships	 Organization & Time Management 
 Forecasting/Trend Projection	 Excellent analytical and leadership ability	

PROFESSIONAL EXPERIENCE
MANAGER, INFORMATION SYSTEMS		                                       	   	   2005 – Present
Unidata Services LLC – Woodbridge, NJ	
Oversee help desk outsourcing project from both domestic (Minnesota) and international locations (Philippines).  Work closely with help desk management daily regarding quality of customer service and technical abilities of each analyst to continually improve service.  Create, maintain, analyze and distribute all help desk statistics to Unidata, Prudential and domestic/international help desk management.  Organize cross training through business travel, conference calls and remote sessions, while working with Telecom groups to help with a seamless transition.  Liaise with Prudential corporate governance regarding compliance with contracts by vendors.  Write, manage and maintain the department’s knowledge base utilized by the help desk to resolve all technical and procedural issues.

MANAGER, INFORMATION SYSTEMS /		                                                    	        1998 – 2005
HELP DESK SUPERVISOR
Prudential Financial – Woodbridge, NJ	
Supervised, guided and provided technical support and training to help desk staff of 70.  Led the staff in providing assistance, coordination, and follow-up on client telephone inquiries and in the resolution of reported system problems or malfunctions.  Participated in the interview and decision making process for new hires. Supported over 50,000 employees in areas of application support, Telecom issues, LAN troubleshooting, Lotus Notes, Operating System Support, Microsoft Office, Mainframe Applications, Hardware Support, Prudential related applications and Remote LAN Access.  Created, implemented and oversaw all daily, weekly, quarterly and annual help desk reports using Excel and Crystal Reports.
Key Accomplishments:
· Delivered over $100,000 annually in cost savings by overseeing an outsourced help desk transition supporting all shrink-wrap applications. Conducted and oversaw ongoing training for staff of 80.  Won “rock solid” award for the successful transition.
· Developed, implemented and oversaw career development program.  Skill sets of the entire staff improved through various internal training programs.
· Created and implemented departmental incentive program that included individual and departmental goals.  Employee turnover rate reduced from 18% in 2000 to 5% in 2001 and 2% in 2002 to present.  
· Oversaw three help desk transitions from both domestic and international locations including London and Ireland.  
· Certified Help Desk Manager, 2002

TECHNICAL HELP DESK ANALYST                                                                    	        	        1997 – 1998
Prudential Financial – Holmdel, NJ		
Troubleshot approximately 50 calls per day in regards to application support, Remote LAN Access, Lotus Notes, Internet access, LAN troubleshooting, Operating System Support, Microsoft Office, Mainframe Applications, Hardware Support and Prudential related applications.  Resolved 70% of total call volume.  Received four promotions in three years.

EMPLOYMENT TEACHER					        	        	        1996 – 1997
Henkels and McCoy – Toms River, NJ		                                             
Created new curriculum and instructed three month courses in DOS, Windows 3x, Microsoft Office, Microsoft Works, Excel, PowerPoint, Access, HTML, Netscape, job interviewing and resume writing to classes of 10+ adults.  Prepared students for employment opportunities.

MATHEMATICS TEACHER							        1994 – 1996
Maintown Central School – Keyport, NJ 		                                             
Taught Algebra Honors, Pre-Algebra Honors and basic seventh and eighth grade classes.  Responsible for classroom management, preparation of instructional materials and exams, student assessment and parent conferences.

	
EDUCATION
BACHELOR OF ARTS						      	         1988 - 1992
Hofstra University – Hempstead, NY   
Concentrations in Mathematics, Secondary Education, Speech Arts and Psychology


