CHARLES W. HOFERER III
charlie.hoferer@gmail.com   I    512-800-5265     I     ww.linkedin.com/in/charliehoferer 
INFORMATION TECHNOLOGY SERVICE MANAGEMENT



Extensive experience in Configuration and Change Control Management of IT SAN (storage area networks), NAS (network 
attached storage), 
CAS (content addressable storage, BRS (backup/recovery systems), and Security Products  

10+ Years in Progressive Roles within DellTechnologies and EMC Corporation with regard to upgrade, install, and 
reconfiguration 

Delivered Total Customer Experience for several SMB/Corporate/Enterprise/Elite Accounts

MS Office / Open Office proficient, Windows/Linux/Command Line capable.

TCP/IP and Fibre Channel knowledge, Mainframe and Open System distributed environments experience.
PROFESSIONAL EXPERIENCE











Tri-Cities Appliance Services, Inc. 





2020-2021

Technician Manager, West Richland, WA 99353

In-home residential / commercial appliance repair company, delivering repair services to a wide array of 
customers and businesses in the Greater Tri-Cities, WA market. 
· Handled customer escalations, assisted field technicians with additional diagnosis and parts procurement. 
· Negotiated pricing with part suppliers and warranty contracts. Built marketing campaigns and designed daily 
 processes for service calls.  
· Maintained vehicle maintenance and supplies.
· Completed purchasing and scheduling. 
· Conducted interviews and separations. New hire orientations.
· Analyzed financial data to project business revenue and cost management. 

Noble 1 Solutions







2019-2020

EMC Technical Account Manager, Pflugerville, TX (Remote)





EMC NAS / SAN / BRS / storage product specialist, operating remotely, in concert with a multi-vendor specialist team 
supporting a multitude of accounts worldwide. Coordinate and support cases for corrective maintenance and account 
maintenance / change control. 
· Coordinate maintenance and configuration of DellEMC NAS / SAN / BRS products remotely within different operating environments.
· Manage administrative / product policies and escalation procedures.
· Diagnose system malfunctions to isolate problems with DellEMC, NetApp, IBM, Hitachi, Dell, HP, Cisco, or other OEM vendor products and develop appropriate action plans. Perform pro-active and reactive maintenance and hardware FCOs / ETAs according to established procedures.
· Follow proper resolutions procedures. Instruct field personnel on part replacements, hardware, firmware upgrades as prescribed by the activity. 
· Accurate accounting of activities, scheduling, and follow-up. Follow established customer satisfaction guidelines. Communicate with customer any changes and steps required. 
· Track all records for parts, tools and associated files for activities. Researched, as needed, to develop and maintain a working knowledge of a wide variety of vendor hardware and software as new products enter the marketplace.

EMC Corporation / Dell Technologies





2009-2019

Field Service Engineer, 2 (Citigroup Account Team), Georgetown, TX


2018 – 2019

Field Service Engineer, 1 (Citigroup Account Team), Georgetown, TX


2018 – 2018

Sr. Customer Service Engineer (Citigroup Account Team), Georgetown, TX

2016 – 2018


Customer Service Engineer (Citigroup Account Team), Georgetown, TX


2011 - 2016

Customer Service Engineer, Seattle, WA





2010 – 2011


Associate Customer Engineer, GSAP (Global Services Associate Program), Seattle, WA
2009 - 2010
Promoted through a direct on-boarding program and increasingly responsible positions based on strong EMC NAS / SAN / BRS product knowledge, operating, team building, and technical performance. Currently support systems as an onsite vendor for an Elite Account / Fortune 50 customer.
· Perform preventive and remediation maintenance of EMC maintained NAS / SAN / BRS products at customer location with different operating environments.
· Work with limited supervision as directed by management and adhere to administrative policies and escalation procedures
· Diagnose system malfunctions to isolate problems to EMC, other OEM vendors or software and develop appropriate action plans. Perform pro-active and reactive maintenance and hardware FCOs according to established procedures.
· Adhere to proper escalation procedures. Perform part replacements and hardware firmware (microcode/FLARE) upgrades as assigned or directed. Update databases at the completion of an event. Assure complete customer satisfaction by adherence to the following: Prompt onsite arrival time, Technical expertise, Professionalism. Communicate with customer before, during, and at the completion of the activity. Timely and accurate submission of all associated documentation as well as parts returns within 24 hours of an event. 
· Maintain all assigned spare parts, tools and test equipment. Attend training classes as required to develop and maintain a working knowledge of EMC NAS / SAN / BRS equipment, software, and OEM equipment.
EDUCATION














 Central Washington University






2003 - 2005


Bachelor of Arts, Public Policy
· Concentration in economics, public administration and policy implementation, and geography

 
Bachelor of Science, Political Science
· Concentration in political process and comparative governments
TECHNOLOGY SUPPORTED











	Clariion
	VMAX 20K,40K, 3
	Avamar

	VNX
	Symmetrix
	RecoverPoint

	Celerra
	Data Domain
	Greenplum

	Centera
	RSA
	VCE VBlock


TRAININGS & CERTIFICATIONS










Python from Beginner to Intermediate 







December 2019
SQL for Beginners (SQL, Keys, Queries)







November 2019
Google Grasshopper Intro To Webpages (Javascript, HTML, CSS integration)


November 2019
Google Grasshopper Using A Code Editor Training (Javascript)




November 2019
Google Grasshopper Foundations II Coding Training (Javascript)




November 2019
Google Grasshopper Foundations Coding Training (Javascript)




October 2019
EMC Data Domain Installation and Maintenance






August 2016
EMC XtremIO Installation and Maintenance






May 2016
EMC Centera Installation and Maintenance Training (Updated)




April 2016
Complete Web Developer Course (HTML, CSS, Javascript, jQuery, Bootstrap, Wordpress, PHP) 
December 2015

DELLEMC Information Storage Management v3 Certified




December 2018
EMC Product/Technology Specific RecoverPoint Certified 




March 2013

EMC Platform Engineer Clariion Specialist Certified





November 2012
EMC RecoverPoint Implementation Training






September 2010
EMC Clariion Troubleshooting Workshop






May 2010
EMC Proven Professional Certified







May 2009
EMC Clariion CX4 Installation and Maintenance Training 




May 2009
EMC Celerra Installation and Maintenance Training 





May 2009
EMC Centera Installation and Maintenance Training





April 2009
EMC Symmetrix Installation and Maintenance Training





April 2009
EMC Connectrix Installation and Maintenance Training





April 2009
CompTIA A+ Remote Support Technician Certified





September 2008
