Michael Moore
Atlanta, GA.


	Candidate Description
· IT Support Specialist with extensive experience in delivering technical assistance and support in both hardware and software environments. 
· Proficient in utilizing ServiceNow ticketing systems to track and resolve incidents and tasks efficiently. Adept at educating users on self-help options and optimizing their use of technology. 
· Demonstrated expertise in diagnosing and resolving end-user issues, managing password resets, and providing timely IT support. 
· Experienced in performing monthly security audits, configuring, and installing network and desktop equipment, and maintaining secure VPN access. Skilled in remote support tools and virus/malware removal, ensuring optimal system performance and security. 
· Proficient in updating operating systems and facilitating smooth transitions to new hardware. 
· Committed to maintaining high standards of service and continuous improvement in IT operations. 


	
Skills
· Linux
· Software Troubleshooting
· Hardware Troubleshooting
· ServiceNow Ticketing
· Java
· Eclipse
· Windows
· Help desk.
· Communication skills
· Computer skills
· Analysis skills
· Active Directory
· Desktop support
· Computer networking


	
Employment History

ITC Management Group, Desktop Support Technician - Atlanta, GA                              May 2013 to May 2024

· Used ServiceNow ticketing system to keep track of incident and task tickets.
· Educated users on self-help options like space optimization.
· Diagnosed and decided on the most suitable ways of providing aid for end users on both hardware and software related issues.
· Managed password resets for user accounts
· Delivering IT and related assistance upon request, or as you deem suitable.
· Performed monthly security audits.
· Manage software suites such as Office 365
· Configuring new desktops, routers, modems, and similar devices.
· Configured and installed Cisco and Juniper hardware
· Configured and maintained Cisco AnyConnect VPN access for users.
· Opened ports as necessary depending on different security system rules.
· Ran network cables through walls and ceilings, terminated at RJ45 jack.
· Accessed home users’ machines as needed using remote tools like TeamViewer, RustDesk, and VNC
· Identified and removed viruses and malware, as well as setting up and keeping antivirus solutions up to date.
· Performing routine inspections and upkeep of existing installations.
· Updating computer operating systems and other important software, as needed (Windows 7, 10 and most recently updated operating systems to Windows 11)
· Helped users transition to new hardware by transferring data from previous machines.


	Education:
· Bachelor of Science in Computer Science, Troy University - Troy, AL Aug 2017 to May 2020
Certifications:  
· CompTIA A+ 




