Denelius Wayne heard
	Candidate Description
· Denelius has over 10 years of experience in desktop support and technical support roles, providing exceptional customer service and end-user support.
· Proficient in Windows 10 and 11, ensuring seamless operation and maintenance of desktop environments across diverse organizations.
· CompTIA A+ certified with a strong foundation in IT support and troubleshooting for both Windows and Mac systems.
· Extensive experience with DocuSign and digital signature solutions, facilitating secure and streamlined document management.
· Adept in using Adobe Pro for document creation, editing, and digital content management.
· Experienced in Active Directory (AD) for user setup, access management, and supporting IT infrastructure.
· Proficient in Microsoft Office 365, providing support and training to enhance productivity and collaboration.
· Strong background in managing ticketing systems, including ServiceNow, to track and resolve incidents effectively.
· Expertise in hardware and software installation, diagnosis, repair, and maintenance, ensuring optimal system performance.
· Collaborative team player with a proven ability to share knowledge and provide seamless IT support in both remote and on-site environments.


	
Skills:
· Experience as IT Support Specialist or in a similar role.
· Motivated by providing excellent user support.
· Prioritize and complete tasks.
· Microsoft Office 365, Adobe, Digital Sign
· Excellent technical knowledge of PCs software and hardware. Preferably MS Windows environment.
· Working overview of current protocols, Microsoft operating systems and standards


	Employment History
	JCI (Remote)
	Senior desktop support - Windows / Mac Temp
	May 2024-Current

	· Triage and manage Incidents 
· Customer service-maintaining a high level of customer support providing an outstanding user experience 
· Provided assistance to walk in and remote users 
· Answering phones and providing immediate support
· Provide printer support in an office environment
· Problem solving -identify, troubleshoot, and resolve technical issues 
· Document incidents, digital signatures, requests, and resolutions
· Collaborate with the team to ensure seamless support and knowledge sharing 


	Mars Corp, Franklin, Wisconsin (Remote)
	IT Support - Windows / Mac
	Jun 2023 – Mar 2024

	· Manage ticketing system (Service Now)
· Assist vendors and be responsible for projects 
· Support AD user setup / access issues
· Skilled in digital signatures and document management.
· Provide printer support in an office environment
· Provide satellite office support and travel for field visits
· Create and resolve incidents/troubleshoot
· Support vendor management 
· Serve as IT escalation point
· Provide level 1.5 and level 2 end-user support


	Generac, Waukesha County, Wisconsin
	Senior desktop support - Windows / Mac
	Aug 2020 – Feb 2023

	· Provide level 1.5 and level 2 end-user support, 
· Manage a ticket queue (Service Now)
· Create and resolve incidents/troubleshoot with next level IT teams 
· Conduct hardware installation and provide ongoing support
· Provide software support (e.g., servers, network and VOIP)
· Install, diagnose, repair, maintain, and upgrade all hardware and equipment
· Solve problem areas (in person, by telephone, or via remote access) 
· Perform on-site and remote analysis, diagnosis, and resolution of computer problems for end-users.

	

	
ECM Industries, New Berlin, Wisconsin 
	
Desktop Support Tier 2 -Windows / Mac
	
Apr 2013- Feb 2020

	· Conduct hardware installation and provide ongoing support
· Provide software support (e.g., servers, network and VOIP)
· Install, diagnose, repair, maintain, and upgrade all hardware and equipment
· Solve problem areas (in person, by telephone, or via remote access) 
· Perform on-site and remote analysis, diagnosis, and resolution of computer problems for end-users





	Education and Certifications
	Education:

	Degree: Associate 
	School Name: Kaplan College 
	

	
	
	

	CompTIA A+ (Certified)








