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QUALIFICATIONS

* Technical: *

16 years of experience with the Macintosh platform.

Intimate familiarity with the Macintosh operating system (all versions


from System 6 on, including Mac OS 9.x and Mac OS X 10.0-10.5.x),


ASIP and Mac OS X Server, hardware, and troubleshooting as well as


applications such as Microsoft Office (all recent versions),


Adobe Creative Suite, Apple iLife, iWork and Aperture, Extensis


Suitcase, Alsoft DiskWarrior, etc.

Comprehensive knowledge of peripherals, including displays, printers, input


devices, storage, iPod, iPhone, AV gear, cellphones, PDAs, cameras, etc.

Strong knowledge of Macintosh markets, e.g. publishing/pre-press, photography, 


A/V and multimedia. 

Experience setting up and maintaining local area networks using


AppleTalk and TCP/IP network protocols.

Familiarity with other operating systems (including Windows XP and


Linux) and their interaction with the Macintosh.

Excellent problem-solving skills.

Strong attention to detail.

* Customer Service: *

Superb customer service skills.

Extensive experience providing end-user support to users of all


experience levels through various media (in person, by telephone, in


writing, and electronically).

Strong oral and written language skills: fluent in German, functional


in Spanish, French and Italian.

Strong sense of customer satisfaction by tailoring solutions to users’


needs.

Solid visual merchandising skills with a meticulous attention to detail.

* Relevant Non-Technical Interests: *

Photography

Audio-video

Typography & document layout

EDUCATION

University of Maryland, Baltimore County, Baltimore, MD. 


Bachelor of Arts, Information Systems (minor Linguistics) May 2006.


Magna Cum Laude.

University of Maryland, Baltimore County, Baltimore, MD. 


Master of Science, Information Systems, January 2008-present.

EMPLOYMENT

Mac Specialist, the Apple Store, Annapolis & Columbia, MD, December 2006 - Present


Consult customers on Apple product purchases and technical issues as well as advise on third-party products. Resolve customer service issues. Train and coach new and existing employees on sales, customer service, and business skills, policy and procedure, and product knowledge. Act as liaison between Mac Specialist team and store management.

Freelance On-Site Mac Support, 2002 - December 2006:


Served as primary Mac service provider to professional graphic artist,


including all upgrades, troubleshooting, and new equipment advising


and installation, as well as occasional support for a few other


clients.

Mac Lab Support, Visual Arts Department, UMBC, 2004:


Maintained, upgraded, installed and restored Mac labs. Assembled lab


disk images for imaging. Installed and maintained lab printers


(inkjet and B&W and color laser).

On-site Mac Support Technician, Premier Mac Technologies, Millersville, MD

(an Apple Consultants Network member), Fall 2001 - Summer 2002: 


Supported dozens of clients with on-site Mac installation,


troubleshooting, maintenance, system administration and user


training. Restored the health of ailing Macintosh computers and


peripherals; performed non-warranty repairs and upgrades; installed


and  maintained Mac and mixed-OS local-area networks, including


AppleShare IP and Mac OS X Server servers; designed and web-enabled


FileMaker Pro databases.

Sales Consultant & Technician, Bethesda Computers & Networks, Bethesda, MD 

(an Apple Authorized Service Provider), Fall 1999 - January 2000: 


Serviced Apple products both in- and out of warranty, including hardware


and software diagnosis and repair using Apple parts and service


tools; installed software and hardware upgrades; provided pre- and


post-purchase end-user support, both in person and via telephone;


handled retail sales; provided on-site servicing, consulting and


end-user support; performed LAN maintenance.

Sales Consultant, MacDiscount, Zurich, Switzerland, Spring 1999: 


Sold to consumers and businesses, both in retail and  mail-order;


provided pre- and post-purchase end-user support, both in person and


via telephone; answered telephone inquiries; evaluated and priced


new products; installed software and hardware upgrades; diagnosed


failed hardware; diagnosed and remedied software problems; set up


demo machines and shelf and window displays; received and processed


product deliveries; processed special-order items; kept inventory


and reported low-stock situations; wrote quotes for customers.

VOLUNTEER WORK

Forum Administrator, MacNN Forums http://forums.macnn.com, Fall 1999 -

December 2006: 


Moderated several forums on the MacNN forum system, maintained the


forum software and user accounts, provided free technical support to


users, performed routine and emergency maintenance on the forum


software. Developed forum policy and rules, refereed during


traffic-spiking major events (e.g. WWDC).

HONORS

Member, Phi Beta Kappa Society

Member, Golden Key International Honour Society

REFERENCES

Available upon request.

