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Christopher Carfi
	Professional Profile
	Quality-focused and driven IT professional with years of experience supporting hardware, software, and VOIP and IP telephony.  Extensive network and firewall knowledge, BSD/Linux server administration experience, and skilled in some production of dynamic PHP and HTML websites. 

Skills ranging from highly technical like circuit-level diagnostics and coding, to business skills like change management and process development using UML.  Projects include IBM’s support of Symbol’s enterprise wired/wireless infrastructure products, single handedly developing and writing a RFID badge reader web application in PHP for the Suse platform, and instrumental in testing a product designed to re-image customer drives across a network for a customer. Also has extensive knowledge of Analog, PRI, CAS and SIP telephony, from Cloud-based PBX systems to hosted solutions, as well as on-site phone hardware. Extensive training and documentation skills in the VOIP field. Holds a Cisco CCENT, as well as DDI Instruction certifications.


	Technology Skill Highlights
Experience
	Linux (Suse, Ubuntu)

Networking hardware

SIP
MGCP
ISDN q931 q921 prot.
Cisco Config and ACL
CloudPBX


DS3, DS0
FreeBSD

Hardware Installation

Empirix Call Tracing
Instructional Design
Windows XP, Vista,

2003 Sever, Windows 7
Apache, IBM IIS, Windows IIS
Cisco Broadware Digital Video Surveillance(DVS)

Hardware Troubleshooting

PHP Development

Hosted Microsoft Exchange
T1, T3 and EFM/Fiber configurations
LDAP

RTP, Cisco SDP, TGR
FTP Client/server

DDI Instruction
Cisco 10k Routing
Websphere AppServer

G711, g729
Cisco BTS, Broadsoft
SSH/OpenSSH

Senior Operations Technical Trainer

7/13 – Present                     Cbeyond/BIRCH                     Denver, CO

Responsibilities: Same as below, but this is the Senior position

· Responsible for providing career development options for other Technical Trainers

· Delivered Data and Circuit Training to business partners Transcom in Manila, Philippines

· Responsible for restructure of entire new hire curriculum

Operations Technical Trainer

09/10 – 7/13                       Cbeyond                       Denver, CO

Responsibilities: Provide technical training for Tier 1 and Tier 2 technical support representatives. Created training materials, conducted materials reviews, performed training for all new hire technical agents, as well as managed each new hire class for the first weeks that they were on the floor before agents were assigned a permanent manager.

· Trained agents in litany of products that Cbeyond offers from Cisco VOIP, Data, and applications

· Performed back up technical support leadership duties for tier 1 and tier 2 agents

· Created training for NetQOS, UltraDNS, EFM and Fiber

· Responsible for training all of Tier 1 in Atlanta and Denver for 2011-2012, roughly 100 agents

Tier 2 Technical Support

01/10 – 09/10                       Cbeyond                       Atlanta, GA

Responsibilities: Provide extended troubleshooting for customer phone and data service delivery and connectivity, as well as secondary supported services. Also first contact point for technical Vendors and Field Service Reps

· Advanced Troubleshooting of Cbeyond’s voice, data, and application products
· Performed back up team leadership duties for tier 1 agents

· Able to perform advanced, command line configuration on Cisco IADs and 10ks

· Able to perform advanced routing and Call Agent configurations as well as SIP configurations.
Tier 1 Technical Support

06/09 – 01/10                         ITRM/Cbeyond                       Atlanta, GA

Responsibilities: Provide preliminary troubleshooting for customer phone and data service delivery and connectivity, as well as secondary supported services such as Email, voicemail, remote VPN and Secure Backup services
· Cbeyond Service Delivery of customers T1 voice and data services through Cisco IAD’s including troubleshooting of the Cisco 10k, Call Agent, and VPN concentrators
· Troubleshooting of secondary managed services including Voicemail, Email, DNS, VPN, Secure Backup and Fileshare and Secure Desktop

· Familiar with Cbeyond’s troubleshooting tools as well as command-line interfaces to Cisco equipment  

· Was recognized by VP for highest customer Satisfaction Rating 
Store Integration Systems Framework Specialist

07/06 – 05/09
                 IBM
    Atlanta, GA 
Responsibilities: Provide primary troubleshooting for Hardware and Software support for customer’s in IBM’s Store integration Framework including Suse Linux, DB2, Websphere Application Server and Websphere Remote Server.

· IBM Supporting of Enterprise level customers. Focused on the OpenPOS Websphere Linux platform. OpenPOS included Websphere, DB2, and TCM across an enterprise product. 

· Supported Cisco Broadware Digital Video surveillance system, including building the laboratory machines and IP camera setups and writing an RFID Badge reader.
· Supported CUESOL application server.

· Supported Lanehawk IP camera platform.

	
	Technical Service Representative: Retail
9/98 - 10/06
                 IBM
    Atlanta, GA 
Responsibilities: Technical service call-screening. Provided remote support for any problem or technical issue. Responsible for customer satisfaction and service.
· Fulfilled role as an account focal for the Hudson's Bay customer providing specialized support to fit the customer's needs as well as training the support team in Boulder to take over support of the account. 

· Was integral in setting up a service package to provide support for Symbol Technologies customers through IBM. This included symbol pocket pc’s and wireless networks.
· Trained on and supported IBM’s Self-Checkout Machines, and Boss controllers.
· Was a member of the RSSCC innovation council for community changes within the call center.

· Created and maintained the IBM RSSCC website.

	
	Customer Service Representative
6/95 - 9/98
IBM
    Atlanta, GA 
Responsibilities: Field engineer responsible for repair customer devices. Provide on-site customer service and support on the end-user level.

· Performed hardware troubleshooting on a wide variety of IBM POS register types.

· On site, hands-on, customer facing, support of any and all Store Systems including servers, clients, registers, and laser printers.

· Installed and upgraded hardware and configuration during customer installs.

· Performed Network cabling and router configuration

	Education
	University Of Georgia, Athens, GA (95-98) - Computer Science

Kennesaw State University, Kennesaw, GA (01-03) - Computer Science

IBM Online Customer Service University - Required Curriculum

	Awards
	Jim Markle Award for Operational Excellence  12/10

Jim Markle Award for Operational Excellence 10/10
IBM Manager’s Award for Excellence, 5/00
Hope Scholarship 6/95
References available on request


