DAVID YOUNG
Dacula, GA 30019
	CANDIDATE SUMMARY
Help Desk Technician with multiple years of experience in quickly and effectively resolving end-users' technical issues. Dedicated to exceeding end user expectations by verifying satisfactory resolutions for every submitted ticket. Skilled at maintaining positive and meaningful communications even in stressful situations. Ready to leverage deep technical knowledge and amiable personal interactions to provide superlative technical responses in a timely manner.

	TECHNICAL QUALIFICATIONS/SKILLS LIST
· Use software such as Microsoft Office, SharePoint, Windows XP, Vista, Windows 7, 8,10 and 11, Mac, VMware, Windows Server, Team Viewer, DocuSign, Ring Central, AirWatch, Active Directory, Citrix, Adobe, Java, PowerShell, Kaseya, Microsoft Admin portal, Azure AD, Maas360, SolarWinds, Install and set up PC operating systems, printers, wireless routers, switches. DNS/DHCP, TCP/IP troubleshooting, data migration, transfer and backup and remote support
· Hardware and software installation, repairing and building computers, printers, virus removal, cleaning and speed up PCs, Mobile support using Android, iPhone and Apple Business Manager and Intune Company Portal
· Build PC’s using software such as Acronis, Symantec Ghost and SCCM, Apple and Android setup and configuration

	EMPLOYMENT HISTORY
MagMutual - Atlanta, GA	                                                                                            03/2023 - Present                                                                                                        
Help Desk Technician
· Respond to tickets in Ring Central, setup new hires, install software such as O365, Adobe, Image right, AS400, Box, create accounts, unlock passwords, image laptops with SCCM, setup printers with Uniflow, asset management 
· Set up of Windows 10 and 11 PCs and Laptops.
· Desktop Support of Windows 10 and 11 Pro operating systems
· Support of Network Printers
· Implemented a process to ensure all the many time-critical DocuSign Sales documents were prepared and updated to DocuSign ahead of schedule.
· Manage security and access for user accounts using Active Directory
· Setup and maintained employee account via Active Directory
· Performed repairs for various software/hardware issues
· Setup and configured machines for employees
· Configured/troubleshoot e-mail issues of an Exchange based service
· Performed hardware/software installs and general computer maintenance

Horizon Services IT for Casteel Heating and Air – Lawrenceville, GA                          03/2022 – 03/2023                                                       
Desktop Technician 
· Respond to tickets remotely and onsite to install and repair hardware, software, and printers, manage users with Active directory, Azure AD and O365 Admin portal. 
· Use software such as Kaseya, Service Titan, 8x8 and SolarWinds.
· Resolved issues encountered with vendor applications which had prevented the previous attempts to upgrade to Windows-11 O/S.
· Troubleshoot both Apple Mac OSX and Microsoft Windows OS 7&10
· Performed diagnostics and repairs on client’s technological devices
· Provided technical support in person or over the phone
· Provided data backup services for clients, ensuring accuracy and confidentiality
· Assisted other departments by providing sales and customer support
· Provided face to face customer support for client’s technological issues
· Used selling skills to provide solutions, services, and products to clients
· Performed quick computer repairs
· Diagnosed and check in service for service
· The primary job is to resolve the client’s issues in a sensible period, proceed to close their ticket and inform them of completion
· Prioritized completed Services/ Tickets by Contacting client or updating it on NOVA within 24-48hrs basis
· Respond to problems, troubleshoot, isolate system malfunctions, initiate corrections to maintain the highest levels of computer and network system reliability and availability

Dept. of Behavioral Health and Developmental Disabilities – Atlanta, GA                03/2021 – 02/2022
HelpDesk Analyst 1 
· Repair hardware and software, VPN issues remotely and onsite, build new computers, install software and IP printers
· Use software such as SharePoint, Microsoft O365, BMC Remedy, Service Desk, LogMeIn and PowerShell
· Provided Administration in a Microsoft Domain Environment with GSuite Integration for Mail, Calendar and productivity applications and resources
· Reconciled and distributed incoming tickets to members of the Help Desk team
· Coordinated with Tier II and Tier III help desk associates in resolving escalated issues
· Create, assign, and close tickets in ServiceNow
· Maintain up to date knowledge of company’s IT systems and procedures to properly assist callers
· Assisted in provisioning, supporting, and disabling accounts in multiple systems Troubleshoot software, hardware, and connectivity issues remotely.
· Ability to understand & articulate root cause on customer issues.
· Log all Service Desk contacts into Incident Management System (ServiceNow)
· Familiarity with encryption and security tools and triaging within this environment.
· Assist customers in gaining access to various systems and servers.
· Provide support for remote employee

McLaren’s – Norcross, GA                                                                                                    02/2020 - 03/2021
[bookmark: _gjdgxs]Migration Technician
· Image laptops, install software, upgrade users from Windows 7 to 10, backup, and transfer data, remote into computers with LogMeIn123, repair Office 365 and other software, fix network issues.
· Setup Multi factor authentication on user’s computers and phones such as Android and Apple devices, manage users with Active directory, AirWatch and O365 Admin portal

Primerica – Duluth, GA                         		                                                            08/2014 - 01/2020 
Computer Support Technician
· Respond to tickets, Hardware and software repair and installation, build and setup PC’s, data transfer, network troubleshooting and repair, disk maintenance in Windows 7 and 10
· Remote support with hardware and software troubleshooting and setup
· Website testing, install Microsoft Office and other software like Avaya and Java. Sharp printer setup and repair, reset passwords, unlock, and create accounts in Active Directory, Android and iPhone support

	EDUCATION
· Bachelor’s Degree in Information Systems Security (IT), ITT Technical Institute Duluth, GA June 2012



