Stephen Manco  
[bookmark: _Hlk148748139][bookmark: _Hlk133975080]Dallas, GA

	Summary:
[bookmark: _Hlk174646624]Highly skilled and results-driven professional with a strong background in IT and a proven track record of providing exceptional support and service to customers. Proficient in troubleshooting a wide range of technical issues, from computer systems to internet connectivity, and adept at leveraging technical knowledge to deliver effective solutions. Possessing advanced proficiency in software support and staying abreast of the latest technological advancements, ensuring the ability to assist customers with cutting-edge solutions. Strong communicator with bilingual proficiency in English and Spanish, facilitating clear understanding and resolution of technical issues. Collaborative team player with a keen attention to detail and a commitment to delivering excellence in customer service.

	Technical skills:
· Tech-savvy 	
· Technical Troubleshooting	
· Software Support
· Microsoft Intune
· Desktop and application support
· IOS and Android support
· Mobile device management
· Windows 10/11 Operating Systems
· Software Updates 	
· ConnectWise
· Problem Solving	
· Team Leadership
· Technical Support	
· Attention to Detail	
· Time Management

	Experience:
Motorola 								Mar 2016 – Aug 2024
IT Desktop Support Tech		    
· Provided technical support to end-users via phone, email, and in-person, troubleshooting hardware and software issues to ensure minimal downtime and optimal productivity.
· [bookmark: _Hlk174646655]Managed and maintained company-wide IT assets, including desktops, laptops, printers, and mobile devices, ensuring they met security and performance standards.
· setup new and used computers, including coordination with the user and configuration of new laptops with Microsoft Intune.
· Implemented and enforced IT policies and procedures, including data backup and recovery protocols, antivirus updates, and user access controls, to safeguard company data and systems.
· Collaborated with cross-functional teams to plan and execute IT projects such as system upgrades, network installations, and software rollouts, ensuring minimal disruption to daily operations.
· [bookmark: _Hlk174646633]Used ConnectWise Automate to do remote management of over 300 systems, and used all its tools to do all types of updates.
· Conducted regular system audits and performance monitoring to identify and resolve potential issues proactively, ensuring smooth operation of IT infrastructure and applications.

ADT (Part time)							Jan 2022 – Present 
Technical Desktop Support Specialist
· Delivered top-tier technical support to customers via phone, email, and remote desktop tools, resolving complex hardware and software issues promptly to minimize downtime and ensure customer satisfaction.
· Collaborated with cross-functional teams to diagnose and troubleshoot escalated technical issues, to achieve resolutions.
· Provided guidance and training to customers on product functionalities, troubleshooting techniques, and best practices, empowering them to utilize products effectively and independently resolve common issues.
· Respond to and remediate customer issues using ConnectWise Manage.
· Maintained awareness of industry trends, emerging technologies, and product updates, participating in ongoing training and certifications to stay current with evolving technical landscapes and enhance technical expertise.

Humana 								Feb 2021 – Nov 2022
IT Desktop Technician
· Acted as the initial point of contact for customers seeking technical assistance via phone and email, providing timely and effective support to resolve hardware and software issues.
· Conducted troubleshooting using diagnostic tools and effective questioning techniques to identify and resolve technical problems efficiently, ensuring minimal disruption to customer operations.
· Analyzed customer-reported issues and gathered relevant details to determine the most appropriate solutions, leveraging technical knowledge and problem-solving skills to address diverse IT challenges.
· Guided customers through step-by-step troubleshooting processes, offering clear and concise instructions to resolve issues independently and promote user empowerment.

	Education:
· Associate Degree in Logistics & Supply Chain Management - Chattahoochee Technical College, Marietta, GA

Certification:
· Lean Six Sigma Yellow Belt
· Google IT Support Certificate





