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The VPN project is still in progress. Running parallel to it, I am also handling routine customer
support requests, including connectivity issues, network privileges, printer problems, and parts
and supplies requests. I am also busy creating my own library of tools to help optimize the
functioning of the department. I begin to get noticed. Everyone is impressed by the progress I

have made in such a short time.

e June 10

VPN project still running full steam. Handled about 20 installations so far. A very hectic week,
since the team is working with only 3 employees — half manpower. And the phone never stops

ringing!

e Junel7

About 45 VPN Clients handled so far. At this point, the pressure was getting way out of hand. I
decided to create a mass mailing list from the employee-contacts database. This helped in
scheduling several VPN sessions in a day without having to deal with the frustration involved
with manual repetition. Conducted a self-initiated analysis of an effective procedure for mass
installations over standardized configurations. This initiative was highly appreciated by the two
people who defined my role in the team — Majed as well as Gwen my immediate supervisor. By

this time, I had proven my ability to liaison with clients.

e June 24

I noted deficiencies in the configuration of a majority of PCs in use in the workplace. I
developed a registry-level configuration to fine tune performance of PCs running Windows.
Made sure the configuration was replicated across all machines that came in contact with the

team through the VPN project. I trained teammates on some Windows optimizing techniques.
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o Julyl

This week monitors started blowing up everywhere. I handled 15 cases through the week. |
further investigated the reason for mass blowout. The reason turned out to be a combination of
age and an overnight power surge. These monitors were Compaq V55’s purchased in one batch.
Great level of quality control! The VPN project looks like it is nearing its end, when a surprise

group of 30 users pops up from nowhere.

o July8

The Team Leader, Gwen Bethea alerts the team about the pending VPN project recipients. Since
30 new users emerge, the team is impacted greatly. The team receives heads up on the next

major enterprise-wide project “The Edge”.

o Julyl5

Gwen unveils “The Edge”. The project needed installation of 4 different softwares on over 600
computers throughout the Atlanta Non Branch division. Team starts collecting information
needed for The Edge. VPN is still running in the background and the monitors are still blowing

up too!

e July22

The team is faced the unenviable task of physically touching 600+ computers, once each for the
4 different softwares that need to be installed. The team is further faced with an average team
size of 4 people over the next 3-4 weeks, due to “paid leaves" by different members throughout
the next month. The VPN project is still running on the backburner. The deadline for the Edge is

approaching soon.
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e July29

VPN requests are diminishing. Gwen brings the team together to discuss strategies to tackle the
project in the limited time. The team decided to work overtime. Gwen painstakingly developed a
“best practices” guide for the project. I worked very hard at cleaning up the software dump on
the departmental server, cataloging and classifying the various files into different software types

as well as device drivers.

e August5

The Edge dominates CTS’s primary support activities. Low priority jobs are postponed. The
team literally sweated it out on this project. Information moved like lightning. Lots of
intelligence created and shared during this project. The team finished the project before time,
leaving enough time to take care of stray cases of misconfigured software. The team wins high

praise for the job from the upper management and the users alike.

e August 12

This was my last week at SunTrust. The compliments kept flowing for the team. Truly, it felt like
I had been able to make a difference. I received a lot of individual compliments too. I was also
busy preparing information sheets so that the team would be informed about the changes I have
made so far. I spent a lot of time documenting best practices as I had observed from different

members of the team.
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Meet The Team!

The Fantastic Seven!

SunTrust CTS — Atlanta Non Branch

Front: Gwendolyn Bethea (Team Lead) and Majed Gebara (Area Manager)
From Left: Bob Mavretich, Donnie Gilbert, Suhail Halai, Tommy Ghee and Cameron Kane
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Evaluation from Supervisor:

SunTrust does not permit direct personal evaluations. However, through the HR department, it
provides for a general evaluation of employees by their supervisor. The evaluation from my

supervisor, Gwen Bethea, follows on the next page.
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