Lori L. Dorn

(918) 810-2514

lori_dorn@yahoo.com

EDUCATION:  

Langston University, Tulsa, OK

BBA, Management Information Systems, Dec 2007


Tulsa Community College, Tulsa, OK

Associate in Arts, Liberal Arts, May 2002

Associate in Applied Science, CIS (Programming Option), May 2002

Associate in Computer Science, Management Information Systems, May 2002

COMPUTER SKILLS:  

Languages:  HTML -8 yrs, C -TRN, C++ -TRN, JAVA -TRN, COBOL -TRN, Quick Basic -TRN, Visual Basic -TRN, and Turbo Pascal -TRN

Operating Systems: DOS, WIN95, WIN97, WIN2000, Windows Me, Windows XP -6 yrs, Vista, and Unix -TRN 

Software Packages: WordPerfect, MS Office97, MS Office2000 -7 yrs, MS Office XP -6 yrs, MS Publisher -6 yrs, MS Project -6 yrs, Visio Pro2002 -6 yrs, Photoshop6.0 -8 yrs, DreamweaverMX Suite -5 yrs, Quicken 12+ yrs, and Scan Soft Paper Port Deluxe6.5 10+ yrs, 

ANALYTICAL SKILLS:  

· Trained and mentored technical students on several programming languages including Visual Basic, and various computing operating systems including wireless Palm and Pocket PC Windows Mobile operating systems.

· Provided professional technical support for wireless communication devices while utilizing researching skills and excellent written and verbal customer service oriented communication skills to effectively communicate technical terminology to non-technical users

· Analyzed computer systems and made decisions concerning changes while maintaining hard drive performance and capacity limitations

· Created and maintained computer files, database, and Excel spreadsheets

· Created corporate web site scanned and enhanced photos utilizing my own photography and utilizing MS Project.

· Installed Word Press, created and tested emails, transferred files to server, documented processes

INTERPERSONAL SKILLS:

· Mentored team members with issue resolution procedures, trained new staff members as an effective speaker with presentations for new hires not familiar with terminology, devices, or services

· Team Captain and Fix Agent, assisting with team meetings, device and service issue resolutions, and customer service skills while boosting team's morale

· Assistant to Manager, researching issues not resolved and rejected network tickets, contacting customers to confirm issues were resolved and filled out multiple detailed reports and account notations with clear concise descriptions

· Lead training class for new agents to improve issue resolution and customer satisfaction

· Greeted and assisted customers with friendliness, empathy, and professionalism

· Professionally handled escalated calls, defusing anger of a dissatisfied customer and resolving the wireless issue

ACTIVITIES/ACHIEVEMENTS:

· Employee of the Month, 'Team Lowrie,' Alorica, Inc. 02/2007

· Student Scholarship Awarded as Student Member of Association for Systems Management (2004)

· Dean’s Honor Roll, Langston University-Tulsa (2003) 

· President’s/Dean’s Honor Roll, Tulsa Community College (1996–2002)

· Volunteer for Domestic Violence Intervention Services’ Crisis Hotline, Head Start program (1996-1999), and The International Linen Registry Foundation (1996-2005)

RELAVENT WORK EXPERIECE:

Web Design, Intentional-Internet Services, Portland, OR (10/08-11/08)– Contract employment

· Registered domains

· Set-up hosting

· Set-up & tested Emails

· Installed Word Press

· Transferred files using FTP program
Advanced Technical Support, Alorica, Inc. Tulsa, OK (10/24/06 – Present)

· Tier2-Technical Support Agent - Troubleshooting device and service issues with Treos with Palm OS, Pocket PC’s with Windows Mobile 5&6 OS, Blackberry, and laptops (Mac & Windows) using Internet connection cards

· Team Captain/Supervisor/Floor Walker since 04/2007 -  Assisting agents with systems, solutions, and processes
· Trainer - Conducted training classes for new/existing employees, instructing systems and processes
Business Management, Alorica, Inc., Tulsa, OK (08/2007-12/2007)– Collegiate Internship

· Used business applications (Word, Excel) to perform business processes,  processed employees from recruiting through exit interviews, trained new agents, worked rejected network tickets by researching issues and reason for rejections, consulted with agents creating ticket

Business General Support, Alorica, Inc., (09/05/06-10/08/06)

· Assisted Sprint business customers with wireless device troubleshooting and business account setup, maintenance, and billing issues

· Applied business discounts to business customers' accounts

Tier1 Technical Support, Alorica, Inc., Tulsa, OK (12/03/05 -09/04/06, 10/09/06-

      10/23/06)

· Same as position as Decision One, Tulsa, OK (04/04-12/02/05)

Tier1 Technical Support, Decision One, Tulsa, OK (04/04 – 12/02/05)

· Troubleshooting Sprint wireless cellular phones and services, offering/selling additional Sprint products and services

· Team Mentor since 06 /04 - assisting fellow agents with wireless device troubleshooting and solutions

Freelance Web Design, Self-employed, Tulsa, OK (06/1999 – present)

· Creating and maintaining corporate and personal web sites, while using DreamweaverMX, FlashMX, HTML, and Adobe PhotoShop, researching for content, scanning and modifying my own photography for web display, creating my own background designs, managed projects with MS Project.

Web Designer, Langston University-Tulsa, (08/2003-12/2003) – Collegiate Internship

· Created and modified university web pages using DreamweaverMX, HTML, and Adobe PhotoShop, researching for content, scanning and modifying photos for web display 


Clerical Assistant, Self-employed, Tulsa, OK (06/1999 – 05/2002)

· Created and maintained computer files and Excel spreadsheets utilizing macros and embedded graphs, database, newsletters utilizing Microsoft Publisher, designed corporate web site, composed correspondence letters to Tulsa’s elite for CEO

College Tutor, Visual Basic-TCC, Tulsa, OK (01/2002-05/2002)

· Assessed student needs

· Administered detailed programming instruction

· Mentored through processes

