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	Summary:
· Dedicated and results-driven IT professional with a natural problem-solving inclination, driven by a passion for helping individuals and organizations thrive through technology. 
· Furthermore, possess proven expertise in spearheading projects to expand and enhance IT systems, coupled with a knack for optimizing resource allocation and capacity management. Moreover, proficient in Windows 10 , 11/ MAC OS environments and adept at managing Active Directory systems,  excel in devising solutions and resolving complex issues with unwavering precision. Additionally, skilled and possess an extensive background encompasses extensive support for Windows Server and Workstation, including all non-EOL versions and Office 365, paired with a meticulous eye for monitoring all aspects of PC data management, collaborating with IT stakeholders, identifying technical challenges, and recommending effective solutions to rectify issues.

	Technical Skills:
· Software: Microsoft Office Suite, , SharePoint,  Exchange, Windows Server, AdobeCS Suite, Citrix, Active Directory, SQL, Remedy, SCCM, Protocols, ServiceNow, VMWare, SQL, Azure, AWS, Python, Office365, Visio
· Operation System: WindowsXP, Windows Vista and Windows 7,  Linux, MAC OS, Window10 &11, Android , Apple IOS
· Hardware: Compaq, Dell, Gateway, HP, Lexmark, Ricoh, VOIP
· Network: LAN/WAN, Cabling Coax, VOIP, RJ-11, RJ-45,   CAT5, CAT6 HDMI, SIP

	
Experience:
Citizens Bank Atlanta, GA			                                                                                    Mar. 2023 – Jul. 2024
Desktop Support
· Provide technical support to our employees for all desktop hardware, software, and peripheral devices
· Install, configure, and troubleshoot desktop operating systems and applications Including Windows 10, 11/ MAC OS devices.
· Resolve complex client issues with hardware and software related problems with their supported desktop, laptop, or peripherals and provide support related issues to Windows, MacOS, Android & iOS devices.
· Enterprise Applications running on Microsoft Office 365/Intune.
· Install, upgrade, support and troubleshoot Enterprise Applications hosted on Microsoft Office 365/Intune.
· Set up and maintain user accounts, permissions, and security settings
· Completed extensive training in cloud security principles, including identity and access management (IAM), data protection, and network security within cloud environments.
· Assist in the migration of desktop applications to cloud platforms, focusing on secure configuration and data integrity.
· Troubleshoot network issues and outages
· Respond to and resolve help desk tickets in a timely manner.
· Collaborate with the IT team to ensure smooth and reliable operation of all desktop systems
· Conduct regular maintenance and updates on desktop systems to ensure optimal performance and security
· Document all support activities and maintain accurate records of hardware and software inventory
· Identify, research, and resolve technical problems with VOIP/SIP phones
· Assist with technical issues related to LAN and WAN technologies.
· Troubleshoot network issues and outages
· Setup company AV and Video conferencing software and hardware.
· Assist and provide support to for Office365 for company desktops and mobile devices.
· Provide training and support to end users on new technologies and software applications
· Stay current with certificates and new technologies. 
· Provide support through ServiceNow Platform for ticketing and problem resolution.
· [bookmark: _Hlk165036792]Transitioned from desktop support to cloud computing with a focus on scalable solutions .

Magic Memory Productions                                                                                                               Jan. 2021 – Mar. 2023
Desktop Support Technician						          
· Provide technical support for video editing and production software and hardware including Windows 10, 11 and MAC OS
· Install, configure, and troubleshoot video editing and production tools, including Adobe Creative Cloud Suite, Final Cut Pro, DaVinci Resolve, and ProTools.
· Install, upgrade, support and troubleshoot Enterprise Applications hosted on Microsoft Office 365/Intune
· Manage and support systems with GPU acceleration for video processing and rendering
· Provide IT support for video storage and cloud archiving solutions
· Collaborate with the creative and production teams to understand their technical needs and provide customized IT solutions.
· Resolve complex client issues with hardware of software related problems with their supported desktop, laptop, or peripherals.
· Identify, research, and resolve technical issues related to video editing and production systems
· Installing and configuring computer hardware, software, systems, networks, printers and scanners
· Document all support activities and maintain accurate records of hardware and software inventory related to video production
· Assist with technical issues related to LAN and WAN technologies
· Completed extensive training in cloud security principles, including identity and access management (IAM), data protection, and network security within cloud environments.
· Assisted in the migration of desktop applications to cloud platforms, focusing on secure configuration and data integrity.
· Troubleshoot network issues and outages
· Setup company AV and Video conferencing software and Hardware.
· Perform regular maintenance, cloud backups, and updates on video editing and production systems to ensure optimal performance and security
· Helps ensure data/media recoverability by following a schedule of system backups and database archive operations 
· Install, upgrade, troubleshoot, create documentation, and maintain MGS physical servers and virtual environments, including file servers, backup systems, Security Cameras, and other components of the MGS central computer services in coordination with other staff.
· Leveraged desktop support expertise to enhance cloud infrastructure.
· Enhanced security protocols during cloud migration.
· Secured cloud infrastructures against emerging cyber threats.
· Implemented cloud-based solutions to improve system performance and reliability.
· Developed automated processes to streamline cloud operations.

Hygia Health Services                                                                                                                          Oct. 2017-  Dec. 2020
Desktop Support Specialist							 
· Provide technical support to our employees for all desktop hardware, software, and peripheral devices
· Install, configure, and troubleshoot desktop operating systems and applications including Windows/ MAC OS devices
· Set up and maintain user accounts, permissions, and security settings in Active directory
· Respond to and resolve help desk tickets in a timely manner
· Identify, research, and resolve technical problems with VOIP/SIP phones
· Collaborate with the IT team to ensure smooth and reliable operation of all desktop systems
· Conduct regular maintenance and updates on desktop systems to ensure optimal performance and security
· Document all support activities and maintain accurate records of hardware and software inventory
· Identify, research, and resolve technical problems with networks, printer’s and company machines
· Assist with IT projects as needed
· Troubleshoot network issues and outages
· Setup company AV and Video conferencing software and Hardware.
· Provide training and support to end users on new technologies and software applications
· Stay current with certificates and new technologies.
· Configure and maintain servers running Microsoft Windows network operating system. 
· Administer and support a cloud-based Microsoft Office 365 environment. Administers and supports SQL based database servers. Also responsible for other Microsoft Windows based applications.
· Test and install new software and upgrades as new releases are available, while ensuring minimal down time.

Searching for Job                                                                                                                                   Jun.  2017- Oct. 2017


AT&T                                                                                                                                                    Jan. 2016 – May. 2017  
Desktop / Network Technician 							 
· Lead, developed, and delivered comprehensive training programs to equip technicians with the skills and knowledge required for successful cable, network, and satellite installations.
· Responsible for designing, developing, and updating training materials and programs related to installing cable, network devices, static and dynamic IP addresses, and residential and commercial network setup. This could involve creating training modules, presentations, hands-on activities, and assessments to ensure a well-rounded learning experience for the technicians.
· Provided training on a deep understanding of cable installation, network devices, IP addressing, and network setup in both residential and commercial environments.
· Lead training sessions, workshops, and hands-on activities to share knowledge and skills with technicians
· Assessed the skills and knowledge of technicians before, during, and after the training to ensure that they are meeting the required proficiency levels. 
· Evaluated the effectiveness of the training programs and materials, seeking feedback from technicians and supervisors to identify areas for improvement
· Ensured that all training programs adhere to company policies, industry standards, and safety regulations, emphasizing the importance of safe work practices and customer security protocols.
· Trained new technicians on the installation and troubleshooting of VOIP/SIP phones on the ISP side.
· Trained technicians on the installation and troubleshooting of POTS phone system.

Alabama Power Contract                                                                                                                 Feb. 2015 – Dec. 2015
IT Helpdesk Analyst								 
· [bookmark: _Hlk174549508]Provide technical support and first-level troubleshooting for desktops, laptops, mobile devices, and software applications on Windows 10 , 11 / MAC OS / Android /IPHONE 
· Assist end users with access and usage of Microsoft 365 applications and services
· Support and troubleshoot VMware virtualization environments
· Engage in DevOps processes and tools to support development and operational needs
· Utilize SCCM for software deployment and patch management
· Work with Remedy ticketing system to manage and track IT support requests
· Identify, research, and resolve technical problems with VOIP/SIP phones
· Utilize remote support tools such as Bomgar to assist users with technical issues
· Provide support for RSA management and multi-factor authentication solutions
· Assist in managing and supporting Active Directory services
· Used and educated users on the proper way to use Remedy Ticketing System 
· Provided technical support for SharePoint  
· Assist and provide support to for Office365 for company desktops and mobile devices.
· Collaborate with other IT teams to escalate and resolve complex technical issues
· Document all support activities and maintain accurate records of user requests and issue resolution
· Provide technical guidance and support to end users on IT-related issues
· Participate in on-call rotations for after-hours support as needed

DELL (ST. Vincent’s Hospital)                                                                                                                  Jul. 2014 Feb. 2015
Desktop Support Analyst							 
· Provide technical support for desktop hardware, software, and peripheral devices in a healthcare setting
· Install, configure, and troubleshoot desktop operating systems, including Windows and Mac OS
· Assist and provide support to for Office365 for company desktops and mobile devices.
· Manage and support virtual desktop infrastructure using VMware technologies
· Utilize SCCM for desktop imaging and software deployment
· Identify, research, and resolve technical problems with VOIP/SIP phones
· up and maintain user accounts, permissions, and security settings in Active Directory
· Respond to and resolve help desk tickets using the Remedy Ticketing System
· Collaborate with the IT team to ensure compliance with healthcare information security and privacy regulations
· Conduct regular maintenance and updates on desktop systems to ensure optimal performance and security
· Document all support activities and maintain accurate records of hardware and software inventory
· Identify, research, and resolve technical problems, escalating issues as needed
· Provide training and support to end users on new technologies and software applications
· Stay current with industry trends and advancements in desktop technology and healthcare IT
							


	
Education:
· Bachelors in Cloud Computing – Western Governors University August 2024
· Associates Technology Studies - Herzing University May 2014
· Diploma Network Systems - Herzing University |May 2012

Certifications: 
· CompTIA   A+ / CompTIA Security+ / CompTIA Network+ / 2023
· Microsoft Azure Security Engineer / AWS Cloud Practitioner / 2024
· Microsoft Azure Fundamentals / Microsoft Azure Administrator/ 2024
· CompTIA Cloud+ / CompTIA Project+ / 2024
· Linux Fundamentals 2024/ ITIL Certification 2024
· Certification for Audio Engineering and Music Production | 2010
· SBCA Certification – Satellite Installation and Maintenance



