Jessica Dorman
Phoenix, AZ
Cell: (651) 366-2048
JessicaDorman@Outlook.com


Objective	
[bookmark: _Hlk94633165]Over 7 years of experience as a project leader in a Tier 2 application production support role. A demonstrated history of quality & innovative technology solutions that solves critical issues and enhances the customer experience. Hands on experience in LINUX/UNIX, Windows, SQL, Microsoft Office, CA Workload Autosys edition, ServiceNow, & Splunk.

Work Experience										       
 Systems Operations Engineer – Wells Fargo, Chandler, AZ	2023 – Current
Maintaining external relationship with Ricoh partners to troubleshoot application/software issues.
· Currently leading a large-scale project to overhaul and update all the distribution lists utilized by the team. This includes managing communication channels for over 90 applications, coordinating with various monitoring tools, and ensuring seamless integration with business users’ requirements.
· Application support handling internal and external clients and users with daily Lease Connect issues ensuring SLA is met with 95% accuracy
· DB2 Database maintenance using SQL to develop and run data metrics. Processed 42% of monthly data updates to Wells Fargo database tables using DataGrip software
· Drives the weekly team meetings, finding solutions to new issues while working to mitigate existing and future issues 
· Completed a successful data center switch and recovery event by meeting 100% of recovery procedures and all 12 enterprise goals
· Ensures documentation of Policies and Procedures is current and accurately maintained. 
· Championed as a subject matter expert by management, consulting both IT teams and the line of Business are in agreement with updated policies and procedures through meetings and approval processes 
· Generates the monthly metrics report for our entire team (offshore and onshore) to control performance related to tickets, queries, & resolutions and then drive performance where it needs to meet targets
· Participates in balancing resource supply & demand hours within Microsoft Excel by determining how many hours are being allocated to various tasks for each team member which is then presented to our upper management.
· Collaborate with external partners such as Ricoh to help audit and ensure Production Lease Connect is managed and run according to company standards
· Documents, develops, researches, and maintains existing Business Continuity Plan procedures, team knowledge, and scheduling in Microsoft Word. 
 Systems Support Analyst – Wells Fargo, Chandler, AZ	2017 –2023
Providing access assistance and incident resolution for team apps.
· Exceeding the team average for incident resolution by 82% in 2019, 2021, & 2022
· Generating reports and providing management an Analysis with metrics on Incident & Problem tickets within the PAC2000 ticketing system
· Provide the Incident Resolution scorecard to management using various tools including the Tableau Business reporting tool
· Ensuring the target Incident Resolution SLA for PAC2000 was consistently met or exceeded
· Developing, maintaining and enhancing the processes and procedures for managing user requests and problem resolution
· Maintaining and improving the Technology data dashboard using SharePoint to help manage business partners needs 
· Coordinating and driving support activities relating to the daily work processes for the IT department
 Help Desk Support – WSU, Winona, MN	2015 - 2016
Providing service for Mac & Windows based computers and peripherals at the Technology Support Center.
· Communicating with students and faculty to effectively troubleshoot issues and answer technical questions
· Working individually and within ticketing system, ITSC, to create support calls to dispatch necessary teams, to resolve daily incidents
· Developing and managing of reporting workflows to maintain control of hardware, software, and licenses
Education	
Bachelor of Science in Business Administration and Computer Science	Graduated: 2016
· Dual Minor in Computer Science and Management Information Systems (MIS)
· Winona State University (WSU) in Winona, MN
AZ-900 Microsoft Azure Fundamentals Certification	Completed: 2023
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