Tran Henry
	Candidate Description:
· Tran Henry is an A+ and Security+ certified professional skilled in installing, configuring, upgrading, and repairing desktop and laptop computers running Microsoft Windows 7/8/10 Enterprise. He excels at analyzing science, engineering, and business data processing problems to develop and implement solutions for complex applications, system administration, and network issues.
· He holds a Bachelor of Science in Graphic Communication from Florida A&M University (April 2005) and an Associate of Applied Science in Computer Information Science from the California Institute of Arts & Technology (July 2024).
· Tran has experience implementing and maintaining security measures, including firewalls, antivirus software, and intrusion detection systems.
· He is skilled in diagnosing and resolving issues with both standalone and networked printers, including addressing performance problems, paper jams, and print quality concerns.
· Tran is also experienced in diagnosing and resolving network connectivity issues, configuring routers and switches, and ensuring reliable network performance.
· He has worked extensively with the Microsoft Office 365 Suite, including Outlook, Word, Excel, PowerPoint, Teams, OneDrive, and SharePoint, for email management, document creation, data analysis, presentations, collaboration, and cloud storage.
· Tran resides in Snellville, GA, and is excited about this onsite opportunity. He is available for a webcam interview.

	Technical Skills:
· Android	
· G-Suite	
· Windows OS	
· Mobile Device Management
· Troubleshooting	
· Leadership	
· Azure	
· Virtual Machines
· Problem Solving	
· Active Directory	
· Microsoft 365	
· Project Management
· Linux	
· Network Security	
· Customer Service	
· Telecommunications
· Software Management	
· System Administration	
· MacOS/iOS	
· Computer Networking

	Professional Experience

Verizon, Atlanta, GA                                                                                                               March 2014 –Current
Tech Support Expert
Responsibilities:										
· Perform advanced troubleshooting for broken or unidentified hardware and software issues and identify network/applications issues
· Coordinated escalation after completing all useful troubleshooting steps to Tier 3 as needed using Remedy ticketing system
· Documented remarks and feedback from customer to ensure continuous customer support
· Provided Tier 2 escalated troubleshooting including device setup, configuration, network connectivity, software and hardware issues, and user support 
· Adobe Pro: Expertise in creating, editing, and securing PDF documents. 
· Adobe Creative Cloud (CC): Proficient in Photoshop, Illustrator, and InDesign for graphic design and multimedia content creation. 
· DocuSign: Experienced in managing electronic signatures and streamlining document workflows. 
· Worked on Microsoft Office 365 Suite:  Outlook, Word, Excel, PowerPoint, Teams, OneDrive, and SharePoint for email management, document creation, data analysis, presentations, collaboration, and cloud storage. 
· Active Directory: Proficient in managing user accounts, groups, and permissions; experience with domain administration and policy enforcement. 
· Network Troubleshooting: Skilled in diagnosing and resolving network connectivity issues, configuring routers and switches, and ensuring reliable network performance. 
· Security Protocols: Knowledgeable in implementing and maintaining security measures, including firewalls, antivirus software, and intrusion detection systems. 
· Printer Troubleshooting: Experienced in diagnosing and resolving issues with both standalone and networked printers, including addressing performance problems, paper jams, and print quality concerns. 
· Provide detailed instructions on how to set up/configure data and voice products. Verify provisioning and diagnose device or Network issues. Troubleshoot for Mac, PC Operating systems, specifically Device Manager, TCP/IP configuration, and LAN configuration
· Work to resolve 1x, 3G, 4G, and LTE network issues for customers and escalate as needed
· Facilitated discussions about important update information for Android OS to peers as an Android OS ambassador
· Led “Tech Talks”, technical educational seminars for 600+ Verizon employees
· Achieved a Leading rating for each quarter Performance Appraisals

System Performance /Support Technician                                                                        May 2015 – July 2016
Responsibilities:				            
· Effectively supported System Performance Engineers with drive testing and 911 testing of the network
· Performed cluster drives to test a large group of sites to optimize an area to improve VoLTE(advance calling) drop calls and improve data speed in a particular area by checking the CINR(quality of signal)
· Performed before and after site checks for new builds to help optimize area before complete “turn up”

Customer Care Representative                                                                                 November 2013 – July 2014
Responsibilities:							
· Offered support to company clientele, ensuring that customer commitments are met
· Resolved complex billing, technical issues and customer complaints
· Performed job related tasks with minimal supervision
· Provided Tier 1 basic troubleshooting

Walgreens, Deerfield, IL                                                                                             July 2007 – November 2013
Assistant Store Manager
Responsibilities:							
· Skilfully coordinated and handled the resolution of customer feedback  
· Directed and executed new and current staff orientations, training, evaluation, and work schedules
· Highly focused and results-oriented in supporting complex, deadline-driven operations; able to identify goals and priorities and resolve issues in initial stages

	Education and Certification:
· Bachelor of Science, Graphic Communication in Florida A & M University, April 2005	
· Associate of Applied Science and Computer Information Science in California Institute of Arts & Technology, July 2024
· [bookmark: _GoBack]A+ Certification
· CompTIA, October 2023	Security+ Certification
· CompTIA, March 2024	
· Google IT Support Professional Certificate Coursera, 2022

	Awards and Recognition:
· Received Counting-On-You Award for having perfect attendance
· Recognized for exceeding scores on Customer Service feedback surveys
· Observed as a top rep in Tech Support transition class and in Tech overall for September 2014
· Directors Club Recipient for 2nd Quarter 2014



