TIMOTHY MASCARENHAS

304 W. North Street Apt 254, Waukesha, WI 53188 ( 262-893-0837 (c) ( tmascarenhas@wi.rr.com

CLIENT SUPPORT MANAGER

Results oriented, experienced leader with 10 years multifaceted experience across accounting, people management and software support

· Establishing strong relationships with client base
· Implementing new processes to increase efficiency
· Problem solving client issues at a detailed level
· 
Delivering shorter resolution cycles
· Creating high impact training sessions
· Grasping technical aspects of software

PROFESSIONAL EXPERIENCE                     

PENTA TECHNOLOGIES  (2000 – 2010)

Manager, Customer Support (2007 - 2010)

· Helped 50 + clients maximize their use and working knowledge of PENTA
· Increased effectiveness of three support consultants (one local and two remote) through guidance and training
· Incorporated metrics tracking to monitor volume level and team productivity
· Provided visibility to other departments (development, upper management) of top issues facing my team weekly
· Composed problem log reporting guidelines which were used in client and internal training sessions 
· Created special support contracts for clients desiring less management on their end
· Updated documentation on support team services used by sales team in the sales process
· Achieved shorter resolution cycles without tier 2 time through use of SQL and Linux server commands 

· Conducted 4 onsite client training classes when implementation consultants were not available
        Project Manager, Port of Milwaukee Account (2003-2005)
· Co-led on pre-implementation team to assess client objectives and develop strategy to meet software needs

· Provided guidance to senior management to increase knowledge of fixed asset, a/r billing, and project management modules

· Led over 15 training classes for senior management, including CFO, on accounting software package

       Customer Support Consultant (2000-2007)

· Successfully worked with 40 + clients on all PENTA software product offerings

· Proactively assessed client needs (ex. led end of year tax kit deployments to clients)

· Led weekly and bimonthly task list calls with clients to ensure items are addressed in priority order per customer request

· Led internal end of year class on W-2’s, 1099’s and other end of year activities attended by customer support staff, account and senior managers 

· Responsible for writing documentation on performed research and tested compliance (COMP’s) and requests for programming (RFP’s)                                                 

EDUCATION & LEADERSHIP ROLES

EDUCATION
· UNIVERSITY OF NOTRE DAME, (2000) BBA, Accounting

LEADERSHIP POSITIONS & AWARDS (2000 – PRESENT)

· Awarded Young Alumni of the Year (2008), Notre Dame Club of Milwaukee

· Student Recruitment Director, Co-Young Alumni Director (2006 - Present),  Notre Dame Club of Milwaukee

· Elected Regional Director, Asian Pacific National Alumni Board (2005 - Present)

· President, Young Adult Catholic Connection (2001-2002)
