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	Professional Summary:
Sr. Desktop Support Technician with 9+ years of Mac/Windows hands-on experience supporting corporate clients. Highly skilled with the ability and interest to learn new technologies. Well-versed in client communication and capable of explaining complex technical situations to individuals who lack prior experience. 


	Skills:
· Thorough knowledge of Windows Operating Systems (XP, Vista, 7,10 & Server: 2008/2010), Adobe Acrobat, Microsoft Office 2007, 2010,2013 and 2016 (Word, Excel, Access, PowerPoint, Outlook)
· Experience in Windows support.
· Experience with macOS and managing Apple laptops
· Maintain and support JAMF Software Server
· Active Directory integration of MacOS
· Extensive knowledge of troubleshooting process in MAC OS X
· Experience on SCCM 2007 and 2012 (Pushing software, check system configuration, Check status, Remote machine etc.
· WinPE and USMT, McAfee EPO & Endpoint Encryption, Bit locker
· Remedy, GWI, and ServiceNow ticketing systems
· Checkpoint, Cisco AnyConnect, Big IP, Global Protect VPN
· Malware Analysis & Remediation
· Technical Documentation, SharePoint
· Responsible for high level trouble shooting escaladed by the Helpdesk team.
· Responsible for maintaining, configuring, and upgrading computer systems. Performs complex computer repairs and coordinates vendor support for more critical repairs
· Provide frontline customer service in more complex/high profile work areas, either remotely or at the end user’s location, using advanced troubleshooting and technical skills to resolve complex problems and perform maintenance tasks
· Documents, tracks, and monitors issues to ensure a timely resolution with the aid of the Help Desk work order system
· Accomplish all set service level agreements set by the department in a timely manner
· Escalate issues appropriately to management
· Experience on managing iPhone and iPad in Air watch.
· Troubleshoot and maintain stand-alone, copiers and network printers
· Setup LCD Projector, laptop, and screen for presentations and meetings
· Build and configure desktop and laptop computers for new users
· Experience with scanner and digital senders
· Working knowledge of TCP/IP, DHCP and Firewalls
· Working knowledge of routers, switchers.
· Highly motivated self-starter with capability to quickly learn, and work with new technologies and complex technical environments


	Professional Experience:
(MAC)Fiserv Inc. Alpharetta, GA                                                                             Oct 2019 – Present
Sr. Desktop support Engineer (MAC)	 	                 
· Responded to requests for technical assistance in person via phone and remotely for the following technologies: Windows and Mac OS based end points (Laptops, Desktops) Tablets & Smartphones (IOS & Android) and Microsoft Office
· Upgrade Workstation from win7 to 10. 
· Supported more than 1800+ end-users including onsite and remote.
· Used SCCM to add and remove machine, install software, remote in to machines 
· Bomgar and RDP to login remotely to user’s machine. 
· Configure Mac machine
· Supported 3000+ managed Macs globally
· Enroll and support Mac machines on JAMF
· Worked with Mac migration 
· Worked with Security/Engineering team in deploying Antivirus and Endpoint Encryption solution to clients running Mac OSX 10.6 – 10.15
· Troubleshoot BSOD issue on windows machines
· Create step by step troubleshooting doc and upload it to SharePoint. 
· Image and Reimage machine using PXE boot and DOD image. 
· Install and setup RSA soft token.Used Service Now ticketing system to track Incidents, work orders and request tickets
· Assisted in discovery, research and resolution of technical issues Monitored and responded phone and e-mail requests for technical support
· Setup, wipe, configure and troubleshoot iPhone & iPad by using Air watch 
· Install and configure licensed software and activate licenses. 
· Troubleshoot and repaired network connectivity, network access problems and perform system backups and data recovery
· Repaired and configured network printers
· Reset passwords, unlock accounts and modify user information when requested
· Assessed reported issues and worked directly with clients and service providers for escalation and timely issue resolution.
· Install & troubleshoot MS Office 365.
· Performed installations, upgrades, maintenance and troubleshooting for hardware and software.
· System backups and data recovery
· Installed hardware and software as needed for computers and printers
· Received and resolved 10-15 tickets per day. 
· Maintained confidentiality and discretion when working with sensitive materials
· Provide full back up to network location
· Served as initial point of contact for customer inquiries, solved technical issues and escalated issues to appropriate support personnel
· Upgrade and replace RAM, HDD, and Motherboard upon request. 

Center Of Disease Control (CDC) Atlanta, GA                                                      Nov 2016 – Sep 2019
Desktop support ll	 	     
· Visited clients’ offices and resolved technical issues arising in the systems, network, applications and connectivity
· Updated existing systems and applications with improved functions to enhance overall productivity
· Prepared and maintained necessary paperwork related to projects undertaken by the organization
· Maintain existing workstation and troubleshoot when needed. 
· Upgrade machine from windows XP and Vista to win7.
· Maintain Network printer and provide first level of support. 
· Maintain, update and keep track of inventory for workstation and printers. 
· Provide support Via Phone, email, remote and onsite. 
· Setup user’s desk and image machine for new hires. 
· Reset password, enable/disable user account using AD.
· Track and Manage incident and request tickets for users by using Remedy. 
· Escalate ticket to different group if needed. 
· Work along with the team member also train new employee. 
· Setup tanning room, conference room by setting up projector and PPT. 
· Provide LAN (Local Area Network) and WAN (Wide Area Network) support to users
· Worked after house and weekends as workload dictates
· Helped user with collaboration tools such as WebEx, SAP.
· Contact HP and Dell to get warranty replacement parts.
· Troubleshoot MS Office 2010 and 7

Bank Of America Atlanta, GA                                                                                Jan 2013 – Oct 2016
System Support Analyst 
· Performs administration tasks, such as new joiner/ leaver process, user management, documentation, communication messages to users
· Assist in the development of user documentation and training materials	Team and personal development – You take time to drive your own development, whilst also encouraging team members and partners to do the same
· Assist the IT team with the installation, configuration, and deployment of new equipment
· Manage ticket queues in ServiceNow ticketing system
· Impact and influence – You listen to different perspectives, evaluate, persuade and carefully shape your work to deliver truly impactful results
· Be responsible for providing the first line support for hardware such as: Laptops, Desktops, Smart phones, and Printers, and providing software support for products such as Microsoft Windows Operating Systems, Microsoft Office, and other proprietary software
· Provided comprehensive technical support services to internal clients and service providers
· Troubleshoot hardware issues (replace hard drives, power supply, motherboard, video cards, replace bad stick of RAM, etc.)
· Created and submitted detailed call logs documenting customer interactions to be inclusive of accuracy, thoroughness, and timeliness
· Elevated customer right using Active Directory
· Replicated and resolved customer incidents in the software & hardware environment

	
Education:
· Bachelor of Computer Science, GA State University - 2011             



