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PROFESSIONAL SUMMARY
Customer-focused professional with experience in customer service, education, and cross-cultural communication.
Skilled in supporting diverse users, resolving issues efficiently, and delivering clear guidance. Committed to providing
reliable IT Support and customer service while continuously expanding technical and clerical expertise.

EDUCATION

2026-OngoingCompTIA Security+ (SY0-701)
CompTIA Worldwide

•Certified 2-28-2026

1-1-2027CompTIA Network+ (N10-009)
CompTIA Worldwide

•Expected 1-1-2027

June 1, 2012- Dec 11, 2017Bachelor of Arts
University of Memphis Memphis, TN

•International Languages (Japanese)

WORK EXPERIENCE
Jan / 2025-OngoingCustomer Service Navigator

TriWest / Salem Solutions Remote

•Delivered high-quality customer support while abiding by national HIPAA, PII, PHI rules and regulations
•Guided users through web portal navigation, troubleshooting login issues, and access errors
•Resolved inquiries efficiently while maintaining accuracy, professionalism, and empathy
•Documented interactions thoroughly to ensure compliance and continuity of service

Customer Service Representative I
Health Net Federal Services / Salem Solutions Remote

•Provided comprehensive member support via phone, while abiding by national HIPAA, PII, PHI rules and regulations
•Assisted users in completing service-related tasks online while improving customer self-sufficiency
•Identified, resolved, and escalated technical or account-related issues as needed
•Maintained detailed records to support operational efficiency and quality assurance standards

Jul / 2021-Sep / 2022Fellow Teacher
Uplift Education Dallas,TX,USA

•Delivered clear instruction and developed structured learning materials
•Communicated complex information in an accessible way and monitored performance outcomes
•Collaborated with colleagues to improve processes and student experience
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SKILLS
Customer Support Remote Assistance Ticket Management Technical Support

Technical Documentation

REFERENCES

Korrie Johnson PhD - (901) 210 - 2845 (personal reference)

Tacia Colon - Johnson LCSW-C - (857) 312 - 3687 (personal reference)

PROJECTS

•Designed and developed a self-directed Syslog Anomaly Identification Exercise to build a reliable,
repeatable approach to analyzing syslog-style data and identifying potentially abnormal activity.

•Developed a structured method for reading and interpreting syslog entries, focusing on timestamps,
IP addresses, event types, and recurring activity patterns.

•Created progressively challenging exercises that introduced anomaly patterns incrementally, allowing
for skill development from basic log recognition to more complex pattern identification.

•Incorporated gamification concepts to make repetitive log-analysis practice more engaging and to
reinforce pattern recognition, attention to detail, and analytical consistency.

•Practiced distinguishing routine system activity from unusual or potentially suspicious events by
comparing individual log entries against surrounding activity and established patterns.

•Designed the exercise as a repeatable training tool to strengthen visual recognition and analytical
reasoning applicable to SOC monitoring, security event analysis, and incident triage.
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