Glenn A. McGrew II

Jalan Kemang Anyelir 3, Blok AC, #11A

Kemang Pratama 2, Bekasi Barat

Jawa Barat 17116  Indonesia

Telepon: 62-21-82425407

HP: 62-81-21956994

Email: reveurgam@hotmail.com

OBJECTIVE
Utilize my technical experience to provide sound, efficient resolution of technical issues.

FUNCTIONAL EXPERTISE

Technical Experience - Analyzed and troubleshot orders and trouble tickets; ran tests on DSL lines; escalated issues with internal departments, clientele and industry partners; performed cooperative testing with ILEC technicians to repair defective DSL lines. Provided technical support to end-users for Internet access and applications; serviced PC hardware; maintained & operated relevant computer systems; maintained equipment; updated payroll and timesheet data. Researched customer records for indications of fraud and excessive phone usage.  Built and modified various models of computers.

· Received four awards for going above and beyond the call of duty from Rhythms.

· Received a 4.5 out of 5 on yearly review at Rhythms and, during a year of layoffs, was one of a pair of technicians, out of over 50, who was retained.

· Played a key role in a project that saved Rhythms over $400,000.

· Received several awards for productivity and QA scores and consistently scored in the top 25% of all agents at TeleTech.

· Scored as the top agent in MCI/Worldcom Fraud Control training.

· One of two contractors chosen by MCI/Worldcom to complete the PC hardware-switching project after all other contractors were released.

· SysOp of a BBS on the GBBS platform with MACOS language for over 5 years including programming modules; also helped other new SysOps set up and maintain their BBSes.


Customer Relations Experience – Made scheduling and reminder phone calls; handled phone calls from customers needing assistance with problem orders including escalated calls; utilized call techniques to calm down angry callers and keep sales candidates interested; responded to email inquiries from clientele.  Provided guidance and training to other agents on successful call-handling techniques.  Surveyed random audiences via telephone on a variety of topics including legal, marketing, political, etc.

· Received several awards for productivity and QA scores and consistently scored in the top 25% of all agents at TeleTech.

· Received bonuses for superior productivity from TPL Employment Agency.


Clerical Experience - Validated addresses; submitted & maintained orders and insurance claims; retrieved FOC dates; escalated and resolved order and system issues with ILECs.  Created filing system & filed records; faxed, sorted and delivered mail; typed documents; operated microfilm and microfiche machines; wrote training documentation; inventoried stock; processed incoming shipments; collected accounts receivable; contacted OEMs and clientele.

· Data entry error rate was extremely low at all companies (less than 3% on average).

· Selected with 2 other agents to perform special project to test and provide feedback on new entry software for Data Exchange.

· Consistently rated as one of the most productive agents and received bonuses at Data Exchange.


Computer Proficiencies



Software - Microsoft Office, Windows 95/98/ME /NT 3-4.x; Mac OS 8.1 and earlier; Centervue; Novell Network; MCI/Worldcom High Toll and Bolton systems; Print Shop; CATI & Survey System; payroll software; Internet (WWW), GBBS w/MACOS, company intranets and other software programs and OS's.



Hardware - IBM/PC, Apple II & Macintosh, Commodore 64/128/Amiga, WYSE terminal, and NIXDORF, QUANTEL, IBM & HP mainframes and other computer equipment, including building PC’s from scratch.  Microfilm & microfiche viewers, various fax machines, scanners, copiers, printers, burster and separator, typewriters, 10-key and other office equipment.

WORK EXPERIENCE

ESL Teacher







April 2002 to present

Fasih Berbahasa Inggris (FBI), Kemang Pratama & Taman Galaxi, West Bekasi, Indonesia  


ESL Teacher







Nov. 2001 to March 2002

English First (EF) - Kalimalang, East Jakarta, Indonesia


MACD Specialist, LAT/ILEC Escalations Specialist



June 2000-Oct. 2001

Rhythms NetConnections, Inc., Englewood, Colorado, USA


CLARA Project-Bell Atlantic Ordering Supervisor; Customer Care Supervisor; Escalation Lead & Agent; US West & PacBell Ordering Agent; Confirmation Agent



May 1999-May 2000


TeleTech Holdings, Inc., CLARA (COVAD DSL) Project, Thornton, Colorado, USA


GTE INS Project-InterNetworking Technical Support Agent/Contractor

Dec. 1998-May 1999

TeleTech Holdings, Inc., GTE INS project, Thornton, Colorado, USA


Hardware Installation Contractor





Nov. 1998-Dec. 1998

Norrell & MCI/Worldcom, Denver, Colorado, USA


High Toll/Fraud Control Analyst Contractor




Sept. 1998-Nov. 1998


Norrell/MCI, Denver, Colorado, USA


Production Operations Manager, Production Supervisor, Surveying Agent
July 1997-Sept. 1998


McGuire Research Services/TPL Employment Agency, Denver, Colorado, USA


Magazine Sales Representative





April 1997-July 1997


Readers Unlimited, LLC, Arvada, Colorado, USA


Independent Perfume and Cologne Sales Agent




Feb. 1997-July 1997


Scentura Creations, Atlanta , Georgia, USA; based in Denver, CO, USA


Data Entry Specialist







Aug. 1994-Jan. 1997


Data Exchange Center, Inc., Milwaukee, Wisconsin, USA


Sales Associate







Sept. 1992-July 1994


Aquatics Unlimited, Greenfield, Wisconsin, USA


Senior Direct Distributor






July 1991-Dec. 1993


National Safety Associates (NSA), Memphis, Tennessee, USA; based in Milwaukee, WI, USA


Customer Service Representative





Jan. 1991-July 1991


Tyton Corporation of America, Milwaukee, Wisconsin, USA


Customer Service & Purchasing Clerk





May 1989-Dec. 1990


MagneTek Drives & Systems, New Berlin, Wisconsin, USA


Vacation Manager







July 1988-April 1989


Cousins Submarines, Menomonee Falls, Wisconsin, USA 

EDUCATION
Milwaukee Area Technical College (MATC), Milwaukee, Wisconsin, USA. AASD, 1993, Computer Information Systems-Programmer/Analyst; including courses in electronics.




University of Wisconsin-Oshkosh, Oshkosh, Wisconsin, USA. 2 years of study in computer programming, English, Science and writing.

INTERESTS
Rafting, camping, volleyball, darts, bowling, pool, reading, Kung Fu, T’ai Chi, swimming, sailing, computing and many other activities.  I also have a degree of fluency in Indonesian.
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