Luc Trudel

PROFESSIONAL EXPERIENCE

Incident Team Lead
ESD-NSD Enterprise Service Desk / National Service Desk, New Found Recruiting/IBM, Ottawa, ON
March 2019 – present

· Incident coordination and escalation
· reviewing service management status reports
· determining technical workload specifications in relation to the Service Desk environment
· providing Information Technology technical support services
· Supporting agents by answering questions and providing guidance
· providing expertise and guidance with regards to a Service Desk environment for Service Desk functions related to workstations, server and client environments
· implementing corrective actions in a call centre environment
· analysis of IT Service Desk workload reporting to determine process improvements
· Coordination of work load between Managers
· Managing staffing levels and daily attendance
· [bookmark: _GoBack]Tracking Service Desk Analysts productivity
· Coaching and mentoring Service Desk Analysts
· Coaching and Training  Quality Assurance Analyst
· Management of user accounts, creation and delete requests
· Excel table creation for managing agent’s user accounts, database administrator
· Use of Entrust tokens for remote connection to Citrix Gateway, TC-Assist ITSM tool
· Development of custom html/javascript GETit application bringing numerous sparse efficiency tools, IT references, templates and links together in one place.
· Daily user of GCdocs functionalities.  Use of collections, versions, Enterprise connect with MS Office suite
· Active Directory user account administration


Quality Assurance (QA) - Analyst
ESD-NSD Enterprise Service Desk / National Service Desk, New Found Recruiting/IBM, Ottawa, ON
September 2018 – March 2019
· Audit calls from Service Desk agents
· Evaluate soft skills, process adherence, technical skills and escalation handling of all ESD agents
· Prepare bi-weekly reports
· Identification of agent trends
· Providing feedback to improve both agent and team metrics
· Log and track documentation on all agents’ performances
· Make recommendations for ticket or call improvements
· Effectively communicate expectations and goals to achieve consistent customer satisfaction
· Extensive knowledge of ESD and NSD procedures
· IceBar Call Recording application for playback
· Audit tickets created by Service Desk agents in ECD and Infoweb
· Score agent performance on quality of calls and tickets
· Evaluate agent priority assessment and escalation procedures
· Maintain up-to-date employee list
· Workflow improvements analysis and programming
· Develop, write custom functions, templates
· Meet one-on-one with agents to discuss opportunities for improvement
· Reporting directly to QA and training Manager
· provision of IT support client services within an IT environment for a Government or large corporate environment of 5,000 or more end users
· Daily user of GCdocs functionalities.  Use of collections, versions, Enterprise connect with MS Office suite



Quality Assurance (QA) - Quality Analyst and Senior Service Desk Agent
ESD-NSD Enterprise Service Desk / National Service Desk, Modis/HP, Ottawa, ON
December 2017 – August 2018
· Audit calls from Service Desk agents
· Evaluate soft skills, process adherence, technical skills and escalation handling of all ESD agents
· Daily, weekly and monthly reports
· Identification of agent trends
· Providing feedback to improve both agent and team metrics
· Log an track documentation on all agents’ performances
· Make recommendations for ticket or call improvements
· Effectively communicate expectations and goals to achieve consistent customer satisfaction
· Extensive knowledge of ESD and NSD procedures
· IceBar Call Recording application for playback
· Audit tickets created by Service Desk agents in ECD and Infoweb
· Score agent performance on quality of calls and tickets
· Evaluate agent priority assessment and escalation procedures
· Compile monthly Reports
· Maintain up-to-date employee list
· Conception of QA audit tracking system
· Develop, write custom functions, templates
· Developed QuickLink tool bringing together all resources together in one place
· Writing of step-by-step generic instructions for monthly tasks
· Meet one-on-one with agents to discuss opportunities for improvement
· Reporting directly to domain supervisor and Management
· provision of IT support client services within an IT environment for a Government or large corporate environment of 5,000 or more end users
· Daily user of GCdocs functionalities.  Use of collections, versions, Permissions, Enterprise connect with MS Office suite
· Managing Personal KB with OneNote application




Service IT Desk Agent at NRCan, in Ottawa
January 2018 – April 2018 (3 months)

· Help Desk (ITSM, ITIL)
· First level, Remote access troubleshooting 
· providing expertise and guidance with regards to a Service Desk environment for Service Desk functions related to workstations, server and client environments
· High level of quality, while achieving high rate of calls that are effectively resolved.
· LANDesk Management Suite 
· VNC remote desktop viewer 
· Audit calls from Service Desk agents
· assyst (Axios Systems) Incident ticketing, logging tool 
· Telax call queue management system
· New Employee training, Call Shadowing
· Canada.ca ETI portal account administration 
· Active Directory user account administration
· Writing contributions to IT service Desk Knowledgebase in GCdocs
· Code developer using HTML, CSS,  javascript and bootstrap
· Develop QuickLink tool bringing together all resources together in one place
· Software Installations
· Printer Installations 
· Service Counter 
· Desktop and Imaging and Rollbacks 
· provision of IT support client services within an IT environment for a Government or large corporate environment of 500 or more end users
· ECD ticketing tool
· Daily user of GCdocs functionalities.  Use of collections, versions, Permissions, Enterprise connect with MS Office suite
· User support for soft and hard tokens for remote connection to 
· myKEY
· Managing Personal KB with OneNote application

Service Desk Agent Level 1 – Intermediate
ESD-NSD Enterprise Service Desk / National Service Desk, Modis/HP, Ottawa, ON
February 2017 – December 2017 (11 Months)
· provision of IT support client services within an IT environment for a Government or large corporate environment of 5,000 or more end users
· Help Desk (ITSM, ITIL)
· providing expertise and guidance with regards to a Service Desk environment for Service Desk functions related to workstations, server and client environments
· Resolves clients' data processing problems by diagnosing and effecting the corrective action, or by escalating them to the appropriate specialist groups for corrective action
· Maintains records and ensures completion of incident records in the Incident Management system
· Ensures escalation team and management is kept informed on Severity 1 & 2 incident
· Acquires and maintains knowledge of the new policies, products, services and systems being developed
· Enhanced knowledge of the ITSB data processing policies, practices, products and services
· Enhanced knowledge of Service Desk Support practices;
·  enhanced knowledge of ITSB's Problem Management and Service Management system;
· Broad knowledge of the NCS IT organization and group responsibilities
· Broad knowledge of PWGSC organization
· Broad knowledge of the ITSB client organizations
· Monitors and handles the e-mail received by the Service Desk
· Monitors and handles the e-mail received by the SSC GOP Service Desk
· Identifies recurring problems and escalates them to the Team leader
· Takes initiative to identify requirements for updates to documentation for Knowledge
· Provides technical support, assistance and information to clients concerning the entire data processing facilities
· ECD Ticket system (IBM – Maximo) - logging client service interactions
· SM7 ticket system 
· Infoweb GOP Ticket system, logging client service interactions
· Assign client requests and IT issues and Incidents to proper resolving groups
· Communicate with support groups by phone and/or email
· TC-Assist, logging client service interactions for Transport Canada
· Connecting with Entrust hard token to a Citrix app Gateway
· Outlook – Shared Mailboxes, Labelling and Sorting
· IceBar Telephone call control system
· Using GCDOCS knowledgebase
· Using Get Answers knowledgebase
· Seibel, Pens and various GOP password resets
· Password Resets for GOP applications running on Mainframe 
· Priority Assessments using CBAS tool including Priority Matrix
· Incident Escalations
· Customized scripts, macros and an .hta template-quick-tool application
· Managing Personal KB with OneNote application



Call Center Agent
Satellite Ottawa Office, Phoenix Pay Centre, Modis/HP, Ottawa, ON 
January 2017 – February 2017 (2 Months)
· IceBar
· Compensation Web Applications (CWA)
· GCpedia
· Utilized an internal ticketing system, and Knowledgebase 
· Kept an up-to-date knowledgebase for myself in OneNote 

Owner/Operator
Luc Trudel Business Services, (Hull) Gatineau, QC 
May 2014 – present (48 Months) 
· IT and network services support
· Web Design, multimedia content producer, WordPress CMS installation and customization. 
· Writing and code development HTML, CSS, PHP, MySQL, Ruby, JavaScript, JQuery, Boostrap, Python, Git
· Social Media, Facebook, YouTube, Twitter
· Writing Client proposals
· Network Security Essentials training
· Knowledge-Base writing, step-by-step technical instructions
· Web base WordPress tracking system, and Jira management base ticketing  system
· provision of IT support client services within an IT environment for  Small Businesses (1- 5 more end users)
· Utilised an internal knowledge base: SharePoint   
· Billing and Business Accounting - Simple Invoices (Virtual Invoices)
· Managing Personal KB with OneNote application


Owner/Operator
Foto Kino Media, (Hull) Gatineau, QC
May 2014 – February 2016 (21 Months) 
· Conception and Production of corporate videos 
· Install and operate various video equipment including cameras and lighting. 
· After Effects: Post-production using Adobe Creative Cloud suite of applications.
· Writing Client proposals
· Web Design, multimedia content producer, Wordpress CMS installation and customization.
· Writing and code development HTML, CSS, PHP, MySQL, Ruby, JavaScript, JQuery,
· Social Media, Facebook, YouTube, Twitter
· Billing and Business Accounting – Invoice2go software

Technical Services Manager 
Freeman Audio Visual Solutions (formerly AVW-TELAV), Ottawa, ON 
May 2012 – May 2014 (24 Months) 
· Provided technical support in both language: French and English
· Provided support over the phone
· SAP, budgets, reporting
· reviewing service management status reports
· Various regular teleconference meeting participation
· AV services provider on site, Advising on IT
· Write Estimates and Quotes according to client specifications
· Call, Meet Clients
· Utilized an internal shared drive knowledgebase
· Knowledgebase reference material writing and conception
· Graphical reference charts conception
· Various Business administration duties
· Responsible for Inventory on site

Technical Services Representative 
AVW-TELAV, Ottawa, ON 
August 2011 – May 2012 (9 Months) 
· Install and operate variety of audio equipment, video projection, simultaneous interpretation booths and AV teleconference systems 

VOLUNTEER EXPERIENCE

DSLR Photographer @ Société Gatineau Monde
February 2013 – November 2017 (4 yrs. 10 months)

· Discreet photography during conferences
· Image editing and archiving using Adobe Lightroom
· File distribution using variety of online sharing services including google drive and dropbox.

EXTRACURRICULAR ACTIVITIES

After Effects video production techniques development
January 2008 – Present

· Developing, Practicing and improving video production workflows
· Learning how to use variety of scripts (aescripts.com)
· Learning how to write scripts (javascript, Adobe ExtendScript)

After Effects ExtendScript Training Complete Series by David Torno

Introduction to Powerful Python 3 - a Beginners Course by Stefan Mischook

· Programmed a Call Script process flow similar to ones used by polling companies for ESD

IT online Learning on Lynda.com
January 2008 – Present

· Laravel 5 Essential Training: 1 The Basics (2h 41m)
· Git Essential Training (6h 25m)
· JavaScript Essential Training (2007) (7h )
· Blockchain Basics (57m)
· Working with Data on the Web (2h 20m)
· HTML5: Web Forms (1h 58m)
· Learning Sublime Text 3 (2h 6m)
· Designing a Newsletter 
· Word 2010: Mail Merge (1h 31m); Word 2007: Mail Merge (1h 37m) 
· Word 2007: Forms (2h 23m)
· Access 2010 Essential Training (3h 30m)
· Outlook 2010: Effective Email Management (1h 44m)
· Outlook 2010: Tips, Tricks, and Shortcuts (2h 28m)
· Outlook 2013: Efficient Email Management (2h 07m)
· OneNote 2010 Essential Training (2h 55m)
· Excel 2010 Essential Training (6h 21m)
· Infographics: Planning and Wireframing (40m)
· Infographics: Visualizing Relationships (50m)
· Learning InDesign (2011) (2h 30m)
· AutoCAD 2011 Essential Training (6h 48m)
· Joomla! 1.5 Essential Training 
· Drupal 6 Essential Training
· Drupal 6: Online Presentation of Data
· WordPress 3: Creating and Editing Custom Themes (2010)
· WordPress: Creating Custom Widgets and Plugins with PHP
· Preparing CMS Web Graphics and Layouts Using Open Source Tools
· Dreamweaver CS5 Essential Training
· Dreamweaver and WordPress: Core Concepts (5h 44m)
· Dreamweaver with PHP and MySQL 
· Home and Small Office Networking
· Installing Apache, MySQL, and PHP (2014)
· Premiere Pro CS5 Essential Training (5h 6m)
· Avid Media Composer 5 Essential Training (5h 54m)
· Learning Avid Media Composer 5 (3h 10m)
· After Effects CS5 Essential Training (8h 39m)
· After Effects CS5: Creative Techniques (2h 36m)
· After Effects Apprentice (30h +)
· After Effects: Principles of Motion Graphics (7h57m)
· Motion 4 Essential Training (6h 21m)
· Illustrator CS5 Essential Training (10h 37m)
· Photography Foundations: Lenses (2h 32m)
· Photoshop CS5 Essential Training (11h 14m)
· Photoshop CS5 for the Web  (5h 59m)
· Photoshop CS5 One-on-One: Fundamentals (17h 33m)
· Photoshop CS5 One-on-One: Advanced (26h 24m)
· Fireworks CS5 Essential Training (8h 50m)
· Fireworks CS5: Rapid Prototyping (5h 2m)
· Lightroom 3 Essential Training (13h 24m)
· Learning Lightroom 3 (2h 43m)
· Lightroom 3:  Advanced Techniques (6h 44m)
· Building an Online Shopping Cart (2006)
· Soundbooth CS5 Essential Training (4h 59m)
· SQL Essential Training (2009) (
· 

IT online Learning on SkillBuilder (Skillport)
· CompTIA A+ 220-801: Laptops
· Improving Your Technical Writing Skills



ACADEMIC 
Saint-Paul University, Ottawa, ON 
Communications
September 2010 – December 2010

Schiller Institute, Montréal, QC
Philosophy, Science, Music, Astronomy, Physical-Economy 
October 2005 – May 2007
August 2008 – July 2010

Ottawa University, Ottawa, ON 
Theater > September 2004 – May 2005
General Arts > September 1996 – May 1997

University of Québec in Montreal (UQAM), Montreal, QC
Design Faculty
September1999 – December 1999
