Jacob Hawkinson
1634 Merriton Ct.  (  San Jose, Ca. 95124  (  (408) 637-3736  (  jacob_hawkinson@yahoo.com

Objective 
Support position where I can utilize my excellent customer service, communication, and technical skills.
Profile 
Self-motivated, excellent communicator, and personable technical professional with experience in both small and large businesses. Strong talent for quickly mastering new, emerging technology. Both diplomatic and tactful when dealing with professionals and customers at all technical levels. Accustomed to handling sensitive and confidential material. Demonstrated history of providing accurate and timely objectives with milestone and metrics reports illustrating progress and leaving no question unanswered.
Flexible and versatile – able to maintain a sense of humor under pressure. Poised and competent with demonstrated ability to easily transcend cultural differences. Thrive in deadline-driven environments. Excellent team-building skills.
Skills Summary
	· Project and team management

· Technical and report writing

· PC builds and hardware support

· Server administration and migrations
	· Website support and development
· SEO and Web Analytics
· Database administration

· eCommerce solutions developer


Professional Experience
CUSTOMER SERVICE and TECHNICAL SUPPORT
· Created forms to track customer history and technical issues. Once collected, results were translated and released in a support knowledgebase,  greatly improving customer satisfaction by reducing the time to diagnose and solve issues by 30%. 

· Excellent troubleshooting wide varieties of technical problems. Once diagnosed, assuming responsibility for accurate reporting of the problem and finding the solution quickly.
· Managed beta tests for development teams. Creating service level agreements (SLA) for beta testing applicants, reviewing all bug reports, recreating problems and, submitting to the developers. Also maintained the developer blog and nightly releases of the products.

· Worked with subcontractors to migrate 1000 machines from Lotus Notes to Exchange. This included deploying new servers and upgrading hardware in approximately 100 desktops.

· Excellent communication skills with clients and developers. Providing well worded and thorough documentation to corporate and technical departments is key to managing expectations to the customers. Managing customer expectations proves key to an excellent customer experience. 

SERVER AND SYSTEM ADMINISTRATION

· Deployed and administered a cross-platform server environment for use of a secure collaborative company intranet using Windows, Linux, and OSX servers. 
· Migrated and maintained a Microsoft Exchange server environment. This included IIS, MSSQL, SMS, Proxy and domain management.

· Configured VPN routers to setup secure tunnels into a windows domain allowing file and mail access as well as remote presentations to anyone, anywhere.

· Years of experience with MacOSX, Windows, and Linux desktops and servers.
Employment Overview
Education
	independent web consultant – San Jose, CA
2002 to Present
Developed Dozens of Sites Including:

· Modernvocalist.com

· Marketmotice.com

· Missiondelacasa.com

· Moviahatch.com

· Cae.anon-development.com

· Cellularrepaircenteronline.com
JDS Uniphase – San Jose, CA

IT Specialist and Senior Web Developer, 1999 to 2001

	CONTINUING EDUCATION
Cisco Certified, Nortel Optivity, MS Backoffice and Web Developer Certified. SEO and Web Analytics courses have also been completed.
WEST VALLEY COLLEGE – Saratoga, CA
Digital Media program. Including Photoshop, Illustrate, Dreamweaver, Website Marketing Strategies and, E-Commerce. 




