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John Philip B. Ruto
	Block 569 Hougang Street 51, Unit 02-85, Singapore
johnphilip.ruto@gmail.com
johnphilip.ruto@ge.com
+6598659863

	OBJECTIVE
IT and Customer Service professional with more than 11 years of client coordination, service level management and technical troubleshooting. Seeking management opportunity and team-building potential within a corporation or small business requiring in-house technical facilitation. To do something that has a meaningful impact on the lives of others and work at a company or organization that I believe in; where I believe in the culture and the management.
EXPERIENCE
Senior IT Consultant
Randstad
Tanjong Pagar, Singapore
December 19, 2013 – Present

Supervise the development, implementation and administration of all IT functions. Perform Project management of IT initiatives when needed. Ensure timely and accurate delivery of technology products and services. Manage multiple areas of technology and multiple departments. Oversee new system facilitation, current system enhancements. Define and improve all system and operations processes. Negotiate contracts with manufacturers for all software, hardware and consulting services. Create strategic goals and convert to easily implemented plans. Manage external vendors’ relationships and services.
Cloud Solutions Specialist
Natalsmart
Amwaj, Bahrain
September 1, 2013 – December 16, 2013

Assist customers in planning technology solutions. Prepare solution proposals and documentation. Assist product and sales team in developing and presenting solutions. Assist delivery teams in solution implementation. Ensure successful solutions and service delivery and handover according to service contract. Escalate service delivery issues to product and provisioning team. Review internal business operations and delivery tools and recommend optimization solutions. Interview and mentor, and manage your current and future service delivery engineers. Work and coordinate with partners and service providers to ensure service delivery excellence. Support planning for local and international company events. 
Technical Support Analyst II
Compellent Certified Storage Architect
Dell International Services Sdn. Bhd. 

Plot P27 Bayan Lepas Industrial Zone Phase Iv, Bayan Lepas, Penang, Malaysia 11900
February 2011 – August 30, 2013

Provide leadership and mentor team members including field engineers, to transfer skills n other support areas. Provide weekly feedback on coaching and training events that took place during the week and how the team is progressing. Responsible for the technical skill development of a team and evaluate performance using Key Performance Indications (KPI’s). Proactively engage resources to exceed customer expectations on service fulfillment. Partner with field engineers to obtain resolution on complex technical issues and helps others deliver results. Provide coaching and feedback to team members regarding metrics, case management, dispatch procedures, warranty procedures and process compliance. Identify Area for Improvements (AFI’s) and strengths among team members to identify required training. Serve as mediator between team members, Global Command Center, Logistics Team, Planning Team and certain Escalations Teams. Study possible process changes that could benefit a team member and the team performance. Identify levels of understanding about ProSupport warranties and helps team members to fill those gaps. Analyze metrics results and elaborate informative reports that help understand the point of failures or success of each KPI. Coach team members when procedures are not followed and document each action in order to obtain positive trends. Improve networking and bonding between different business units who can help the team in situations that may require assistance from other teams. Study result reports and create action plans in order to improve metrics performance. Monitor performance and determine if action plans should be continued or changed. Participate in escalations as a mediator to identify ways to resolve complex issues. Ensure team members handle new products and technical procedures correctly. 
 
Implementations Specialist
JP Morgan Chase Bank Philippines, N.A.
February 2010 – December 6, 2010

Key data into various systems to entitle our clients and users to cash management applications. Responsible for accuracy and completeness of all data recorded. Take corrective action identified in quality control. Review and approve the data entered into various systems by other team members to entitle clients on cash management applications. Responsible for the accuracy and completeness of all data recorded. Advice team members of all errors identified and corrective action required ensuring that all requisites have been completed. Track errors for quality metrics as well as identification of further training needs and report such to the Manager.
Key Accounts Specialist
Senior Technical Support Specialist

Emerio Sendirian Berhad, Penang, Malaysia
Client: Dell International Services Malaysia 

September 2008 – December 2009

Manage point of contact for customers for all aspects of activity in the engagement. Complete ownership of the post sales supports (prospecting to case closure) within the managed accounts. Maintain relationships with customers and partners to achieve repeat / new businesses. Identification and qualification of product, solution and service opportunities leads within managed accounts. Communicate with Managers and delivery teams to prioritize and ensure timely delivery. Provide suggestions for technical enhancements, and cost savings efforts. Ensure customer satisfaction by providing timely service to customer needs.
Senior Technical Support Specialist



Dell International Services, Pasay City, Philippines

September 2007 – August 2008
Provide technical resolutions ranging from routine to complex for premier customers experiencing problems with a Dell XPS system in a 24/7 environment. Assists customers by phone to diagnose problems and provide resolutions for technical and service issues. Provides an advanced level of diagnosing, troubleshooting and resolution for complex system related issues, using Dell policies and procedures to determine a course of action. Solves Customer Technical Issues on any XPS product: Desktop and Portable, including Windows Media Center. Contributes to the development and deployment of new strategies and technologies in support of Resolution and Customer Satisfaction. Uses expert communication techniques to understand issues to be resolved. Works on assignments that are complex in nature where independent action and a high degree of initiative is required to resolve problems and make routine recommendations. Applies in depth and advanced knowledge of principles and practices within professional field in resolving technical issues. Ability to sell additional components and add-ons in a technical environment, such as Warranty expiring over next 6 months. 
Resolution Specialist


                             

eTelecare Global Solutions, Makati City, Philippines
Client: Dell International Services
October 2004 – March 2007
Utilize technical troubleshooting ability to identify and resolve and variety of customer issues. Ensure a high quality experience for each customer by appropriately engaging and connecting with each customer. Support and demonstrate commitment to quality principles. Utilize proprietary systems to document and track customer interactions. Take ownership for individual statistics and other call center productivity and quality metrics. Provide higher level of support for clients such as taking escalation from clients or other business units. Approve and acknowledge service requests needed to resolve customer issues. Understand a client or partners pain points and attend to them on a timely manner to make sure continued business. Monitor agent performance on technical proficiency and Key Performance Indicators (KPI’s).
Recruitment Officer/Liaison Officer


International Management Services, Makati City, Philippines

June 2004 – October 2004

Establish an effective communications system to keep the site team informed and maintain good relationships with the applicant, agency and client. Provide an overview of current and proposed projects. Deal with applicant issues in a positive manner and ensure satisfaction is achieved. Coordinating work, questionnaires, providing works information, dealing with queries, responding to complaints and resolving concerns. Liaise with other disciplines for co-ordination issues. Assist in preparation of weekly and monthly reports.
Parts Counter Salesman                   



Nissan U.N. Avenue, Manila, Philippines

June 2002 – May 2004

Responsible for knowing which parts are in inventory, reordering, and specialty orders. Maintain and record incoming and outgoing parts shipments, and assist with delivery and parts pickup. 

TRAININGS 
F5 Technical Sales Accreditation
March 1, 2013 to April 1, 2013

F5 Networks

Penang, Malaysia
Dell Force10
March 27, 2013 to March 29, 2013 

Dell International Services
Penang, Malaysia

Dell GSD Future Leaders Program (FLP)
December 10, 2012

Dell International Services
Penang, Malaysia
VMware Service Provider IAAS Security Design Architect
September 14, 2012

VMware Inc.
Penang, Malaysia
VMware Consulting and Intergration Partner Program (CIPP)
June 29, 2012

VMware Inc.
Penang, Malaysia
VMware View Essentials V5.0
June 29, 2012
VMware Inc.
Penang, Malaysia
VMware ThinApp 4.5 Essentials
June 27, 2012
VMware Inc.
Penang, Malaysia
VMware Academic Specialization 1.0 Training
June 27, 2012
VMware Inc.
Penang, Malaysia

VMware Fusion 3
April 12, 2012
VMware Inc.
Penang, Malaysia
Cloud Infrastructure
April 12, 2012
VMware Inc.
Penang, Malaysia
VMware Technical Sales Professional (VTSP5)
April 8, 2012
VMware Inc.
Penang, Malaysia
Precision Workstation Training
April 1, 2011

Dell International Services

Penang, Malaysia

Latitude E-Series Training
April 22, 2011

Dell International Services

Penang, Malaysia

Optiplex Desktops Training
April 21, 2011

Dell International Services

Penang, Malaysia

Siebel and Oracle Delta CRM Training
May 04, 2011 to May 05, 2011

Dell International Services

Penang, Malaysia

Server Buffer Training
June 08, 2011 to June 10, 2011

Dell International Services

Penang, Malaysia

Server Advancement Training
June 13, 2011 to June 17, 2011

Dell International Services

Penang, Malaysia

Storage Foundation Training (PowerVault, EMC and Equallogic)
June 20, 2011 to June 24, 2011

Dell International Services

Penang, Malaysia

Dell Enterprise Virtual Integrated System (VIS) and Advanced Infrastructure Manager (AIM) Training
July 18, 2011 to July 22, 2011

Dell International Services

Penang, Malaysia

PowerConnect Training
August 22, 2011 to August 23, 2011

Dell International Services

Penang, Malaysia

Equallogic Training
August 24, 2011 to August 26, 2011

Dell International Services

Penang, Malaysia
ACTIVITIES & AWARDS
Top 5 Agent for Customer Satisfaction 
Top 3 Agent for Helpdesk Support 
Top ANI-RR Agent 
Top DTC Compliance Rate 
Dell Elite Employee for the Month of December 2007 
Dell Top 4 Site Stack Rank  
#1 Top Agent for Week 1 – Week 4 (February – March 2009)

Dell GSD Everyday Hero Award (July 2012)

EDUCATION
Automotive Engineering Technology                 


Technological University of the Philippines, Manila, Philippines
June 1999 – March 2003
Character References
Geoff Weldon
National Director - Enterprise Architecture
Dell International Services Canada
+6474630614

Geoff_Weldon@Dell.com 
Todd Keeler

Vice President Sales 

GE Pacific Pvt. Ltd.
+65 63263010 

+65 97522864

Todd.Keeler@gecas.com
	Skills
Customer Service Management 

Service Level Management
Complaint Handling & Resolution

Keen attention to detail

MS Office Suite

Windows Vista/XP/2K/NT/Me/98

Customer Satisfaction Enhancement 
Front-End Supervision

Teambuilding & Training

Service Fulfillment

Technical Troubleshooting for Desktops, Notebook, Server, Storage, Switches, Printers, Networks and Softwares

Certifications

F5 Security Pre-Sales Professional – 02/26/2014

CloudU Certification – 09/16/2013

F5 Technical Sales Professional – 04/01/2013
VMware Service Provider IAAS Security Design Architect – 9/14/2012

VMware Consulting and Integration Partner Program (CIPP) – 6/29/2012
VMware Academic Specialization  – 6/27/2012

VMware Technical Sales Professional (VTSP 5) – 4/8/2012

Compellent Certified Storage Architect – 7/22/11

Dell Compellent Essentials - 6/10/2011

Associate Server Certification V10.0 - 6/16/2011

Advance Resolution Expert Certified – 6/19/2008

Dell Windows Vista Certified – 1/28/2007

Portables Inspiron 630m XPS M140 - 11/29/2005

Portables Latitude D410 Product Certification - 11/29/2005

Portables Latitude D810/Precision M70 Product Certification - 11/29/2005

Portables Inspiron 1300, B120 B130, Latitude 120L - 11/29/2005

Dell ESD Certification - 11/29/2005

Foundation 2005 Latitude - 12/22/2005

Foundation 2005 Inspiron - 12/22/2005

Customer Experience Certification - 12/22/2005

DSP Mini-Tower V.2 Chassis Certification - 12/23/2005

Printers Dell 1600n- Certification - 12/24/2005

Printers Dell 1700 / 1700n – Certification - 12/24/2005

Printers Dell P1500 and S2500\S2500N – Certification - 12/24/2005

Printers Dell 3100cn – Certification - 12/27/2005

Printers Dell M5200 N – Certification - 12/27/2005

DCSE Personal Maintenance Exam - Dimension Certification Version 6 (Non-DSP) - 12/27/2005

DCSE Personal Maintenance Exam - Printers Certification Version 6 (Non-DSP) - 12/27/2005

DCSE Personal Maintenance Exam - Latitude Certification Version 6 (Non-DSP) - 12/27/2005

DCSE Personal Maintenance Exam - Precision Workstations Certification Version 6 (Non-DSP) - 12/27/2005

Printers Dell 5100cn – Certification - 1/10/2006

Portables Latitude D620 - Product Certification - 5/12/2006

Portables Latitude D820 / Precision M65 Product Certification - 5/12/2006

Printers Dell 5210n/5310n- Certification - 5/13/2006

Printers Dell 1815n – Certification - 5/13/2006

Basic Wireless Technology – Certification - 5/13/2006



Ted Toth
Regional General Manager - Asia
GE Pacific Pvt. Ltd.
+6596308269

+65 63263491
Ted.Toth@gsinc.com
