Morgan Robertson


Contact Information

Mobile: 0437 332 024
E-mail: morganrobertson@gmail.com
Location: South Brisbane, QLD



Previous Employment & Experience 



Date:	July 2011 – August 2013 (25 Months)
Company:	SEGA Studios Australia (Video game developer)
Position:	Systems Administrator
Duties & Achievements:	- Implemented AirWatch Mobile Device Management Solution and revamped wireless Infrastructure with Cisco Aironet Products in response to changing studio priorities.
- Performed storage analysis/audit, archived stale data, highlighted current risks and scoped upgrade paths.
- Performed thorough hardware, network and software audits to generate starting point for documentation & processes; I continued to build on this to have complete procedures.
- Implemented help desk and asset management system & enforced procedures; Also responsible for provisioning & rollout of new hardware.
- Assisted in a major DRS & Business Continuity revamp project involving major changes to power infrastructure & backup systems.
- Wrote/maintained/executed complex custom scripts to implement additional functionality into Atlassian Confluence to fulfill HR/performance management requirements.
- Assisted in implementing new AD domain on new vSphere cluster and decommission the redundant setup.
- Performed VDI/remote protocol research and benchmarks with the end goal of facilitating off-site work of high performance 3d applications.
- Decommissioned the office/services/technology environment at office closure & helped ensure the data could be recovered at other international studio.
- Performed front line support for 90 niche users (Audio, Engineers and Digital Artists).
- Maintained and administered the following technologies/Environments:

Netapp storage; VMWare vSphere; Linux; MySQL; Perforce; Samba; Apache Httpd; Windows Server 2008r2; FreeBSD; Active Directory, Exchange & Lync; Microsoft SQL/NPS/DHCP/DNS; Backup Exec; Symantec Endpoint Protection; OS X; iOS; Android; Dell & HP servers; Cisco IronPort
 
Date:	October 2009 – July 2011 (22 Months)
Company:	Vision6 (Online marketing platform)
Position:	Customer Support Officer
Duties & Achievements:	- Supported popular SaaS product used by thousands of businesses via phone & internet.
- Proven track record of providing a high level of customer service and resolving difficult technical issues.  Quickly became the “go to” guy for some high profile clients with complex set ups.
- Educated & assisted clients by documenting procedures to help them use the software in simple and accessible steps.  I was proud to help clients and make them feel supported.
- Created & updated internal documentation/KB articles to be used by other support staff.
- Improved efficiencies of support department by identifying repeat customer issues and ensuring resources were available & accessible so they may resolve the issue.
- Improved customer satisfaction by reporting bugs to the development team, keeping the client in the communication loop and suggesting workflow/UI enhancements.
- Initiated & spearheaded a project to improve efficiencies of existing KB by auditing hundreds of articles, making edits and removing redundant/lesser quality articles.
- Fixed issues with thousands of HTML/CSS e-mails.

Date:	Date: March 2007 - July 2008 (16 Months)
Company:	Pandemic Studios (Video game developer)
Position:	Desktop Support Officer
Duties & Achievements:	Deployed system for international digital asset transfer.  Maintenance and support of 120 user network (predominately Windows/Active Directory); Creating and maintaining documentation; Maintaining asterisk PBX; License Management; Providing support for developers & artists; Liaising with IT vendors; Induction of new staff;

Date:	October 2006 - March 2007 (6 Months)
Company:	Repcol Pty Ltd (Debt collection agency)
Position:	IT Coordinator
Duties & Achievements:	Administration and support of medium scale network (predominately Windows); Implemented Standard Operating Environment; Administered Helpdesk system; Resolved critical issues threatening business continuity; Decommissioning of assets; Establishing and enforcing procedures; Creating and maintaining documentation; Manage commissioning of new services and servers by third parties;

Date:	May 2006 - October 2006 (5 Months)
Company:	Mincom Managed Services (Outsourced IT)
Position:	Onsite Support Engineer
Duties & Achievements:	Supporting a large Windows network for QLD government; Support over the phone, email, remote access and face to face; SLAs; Involved in large scale asset rollover project; 

Date: 	July 2005 - February 2006 (8 Months)
Company:	6YS Pty Ltd (Managed Services)
Position:	Network Support Technician
Duties & Achievements:	Supporting numerous small business clients (Microsoft Environments); Computer, Server and network administration; Desktop support; Assisting customers with SaaS product; Technical documentation; Assistance via phone, face-to-face, remote access and email.


Professional Certifications

May 2005
Computer Power Institute of Technology - Brisbane Campus
Microsoft Certified Systems Administrator - Microsoft Windows 2000

January 2005
Computer Power Institute of Technology - Brisbane Campus
CompTIA Network+ - 2001 objectives

December 2004
Computer Power Institute of Technology - Brisbane Campus
CompTIA A+ hardware and operating systems - 2003 objectives


Information Technology Skills & Competencies

High level of proficiency & knowledge:


- Microsoft Server OSs (2000 - 2012 including Small Business Server) 
- Active Directory and Exchange environments
- TCP/IP & Ethernet network environments
- Writing & maintaining documentation & procedures
- Computer Hardware and Peripherals (Mobile/Laptops, Desktop, Server, MFDs/Printers)
- Microsoft Office (XP to 2010).
- Microsoft Workstation OS knowledge (3.1 to 8)
- General troubleshooting & uptake of new tech.

Intermediate to High level of proficiency & knowledge:


- Designing and maintaining DR systems (Backup Exec, Windows Backup and Restore, Eaton & APC UPS)
- Virtualisation (vSphere & Workstation, Hyper-V)

- Linux Storage Servers (SCST & LIO, MDRaid, SAMBA, LVM2)
- Microsoft technologies: Lync, DNS, DHCP, IIS, CA, NPS/RADIUS
- Linux OS Administration (CentOS/RHEL, Ubuntu/Mint, ESOS)
- Storage systems (Netapp 7.x & 8.x 7-mode, Storage spaces, ZFS, Enterprise RAID cards)
- Storage Protocols (NFS, CIFS, FC, iSCSI, SRP)
- Coding HTML4 & CSS2 e-mails/websites
- Apple OS X (Leopard to Lion)


Intermediate level of proficiency & knowledge:


- Dell & HP Server Hardware.
- Remote Access & VDI (RemoteFX, Splashtop, VMWare View)
- Mobile Device Management (Android, iOS, AirWatch)
- Networking Equipment/Technology (HP ProCurve, Cisco Aironet & ASA, NetGear) 
- Infiniband & HPC Ethernet (Mellanox/Myricom, Benchmarking) 
- Revision control & development software administration (Perforce, DevTrack & Hansoft)
- Helpdesk tracking systems (Spiceworks, JIRA, Request Tracker, HEAT, Remedy)
- Enterprise Antivirus (TrendMicro OfficeScan & Symantec Endpoint Protection)
- Licensing & Management (Adobe, Autodesk, Microsoft, Audits/Reports, Excel/Remedy)
- Asset Management (AssetManage & Remedy)
- Website Management (Apache httpd, Domain management, cPanel, DNS admin)
- Scripting (VBA/VBS, Bash/shell, Batch, PowerShell, JS, C#, XML-RPC)
- Wiki/CMS/KB Administration (Wordpress, Confluence, Mediawiki)


Additional working experience with the following technologies/skills:


- MySQL and Microsoft SQL Administration
- FreeBSD 8 to 9.2
- Atlassian JIRA Administration
- Microsoft Visio
- FileMaker Pro
- Audio/Video/Entertainment Setups
- Microsoft SMS 2003
- Finance Management
- ITIL Concepts
- Large scale software & hardware rollout



Personal Attributes / General Skills

- Strong emphasis on quality service
- Works with initiative
- Excellent phone manner, written and face-to-face communication skills
- Loves to learn & analyse/solve complex problems
- Works well in a team or autonomously
- Works well under pressure
- Keeps a tidy work environment
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References

Available upon request
