Kenneth C Houston
470-407-7676
kennethchouston@gmail.com
Current location: Atlanta, GA (Local to the client place)
	Technical Skills

· 12 years Desktop Support/ Help Desk Support / Deskside and End User Support Specialist/ Hardware and software support specialist
· Experience with Network+, A+ , IT incident management
· Over 20 years Call Center/Customer Service experience
· Very Proficient in Windows 11, MacOS, IOS & Andriod  
· Ability to type 55 WPM

· Familiar with most ticketing system, Remedy, JIRA, ServiceNow

	Employment History
Help Desk 3 Cobb & Douglas Public Health, Atlanta, GA
Internal Global Health





Dec 2023 – March 2024

Desktop support technician

· Assist in resolving all IT related issues from password resets, creating user account in active directory, imaging devices, peripheral issues, projector issues as well as inventory IT equipment

· Set up and configuration of users VOIP cisco phone systems

Help Desk Carrier corporation

The Judge group, Kennesaw, GA





April 2023 – July 2023

Desktop support technician

· Assist in resolving all IT related issues from password resets, creating user account in active directory, imaging devices, peripheral issues, projector issues as well as inventory IT equipment

· Set up and configuration of users VOIP cisco phone systems

Help Desk AT&T 

The technology bar / DXC, Atlanta, GA



November 2022 - March 2023

· Help desk techician

· Assist in resolving all IT related issues from password resets to imaging devices

· Set up and configuration of users VOIP cisco phone systems

Help Desk 3- DCA IT team lead twin tower division

Dept of Comminity affairs / IDR, Atlanta, GA



March 2021 - June 2022

· Team lead of IT dept downtown Twin Towers Sloppy Floyd building

· Asset manager responsible to mantain inventory of all IT equipment

· Responsible for onboarding and offboarding new employees

· Responsible for orientation of new employees including setting up 

· equipment, laptops, Apple phones, Air watches, additional monitors, docking stations, etc

· Created accounts in Active Directory and Service Now and O365

· Created images for laptops and assigned permissions

· Set up and configuration of users VOIP cisco phone systems

Desktop Support - Network/Helpdesk Systems Support

McKesson Pharmacy and Technology Services, Southfield, MI
   February 2019 - February 2020
· Contracted as part of the Windows 7 to 10 / Server 2008-2016 Upgrade project

· Remotely Performed Server/Client upgrades as well as resolved any troubleshooting issues with the upgrade or any other OS issues

· Verbally instructed client in assisting me with any hardware issues such as upgrading RAM or connecting me to their PC

· With every upgrade the PC would need to rejoin the domain and often needed permissions added in Active directory 

· Assisted end users with all Office 365 products, training and troubleshooting issues

· Set up and troubleshoot all peripherals- Most commonly Printers, Scanner, Biometrics, Label printer, Barcode Blaster

· Verbally instructed customers in new PC installs or swap

· Ticketing systems, Remedy, JIRA, Servicenow

Help Desk / Cadillac Technology Specialist

Cadillac Connection Center Team / Concentrix, Warren, MI 

June 2018 - February 2019
· Provided support for all drivers of Cadillac or other GM vehicles.

· Resolved internet connection or other technical issues with vehicle infotainment system. Assisted with iOS or Andriod smart watch connection issues

· Provided assistance with Wi-Fi, Bluetooth, Navigation, Hands free calling, vehicle texting, In Dash or mobile app issues.

· Provided assistance for mobile issues relating to Apple IOS and Android mobile OS systems

· Provided assistance for Desktop, Laptop ,Cell Phone or Tablet issues in MAC or Windows OS systems

· Ticketing systems Remedy and JIRA

Help Desk/Remote Service Technician                                                               Jan 2016 - June 2018
Comcast Cable Wireless Gateway Support/ Support.com , elbourne, FL / Detroit, MI

· Tier 2 Wireless Gateway Support for Comcast customers 

· Provided assistance with all technical issues related to the wireless gateway: Internet connectivity issues, network diagnostics, modem/ router provisioning, port forwarding, DMZ enablement, SSID and password sets

· Provided support for all OS systems, Windows, MAC and Linux

· Open and close per incident IT support tickets

Help Desk PC Support Technician 

Eastern Florida State College, Melbourne, FL


Aug 2013 - Dec 2015

· Provided support for students and faculty with computer related issues on Eastern Florida State College Melbourne campus. 

· Provided support with hardware or software issues as well as system configurations 

· Imaging hard drives, uploading out of box OS images, repairing apps, or completely replacing towers. 

· Assisted faculty and students with all Office 365 products, training and troubleshooting issues

· Good working knowledge of computer hardware (Types of Drives, RAID)

· Open and close Remedy support per incident IT support tickets 

Customer Service Professional/ Aviation Repair Coordinator

Zodiac Aerospace/ PDS tech, Atlanta, GA





2010 – 2012

· Liaison between corporate headquarters and aviation mechanics

· Negotiated pricing and expedited repair deadlines of aviation repairs for major airlines.          

· Delta/AirTran/ Southwest/ Continental

· Primary correspondence thru e-mail and telephone

Customer Service Professional

Delta Airlines/ Delta Global Staffing, Atlanta, GA





2009 - 2010

· Delivered world class professional customer service during major Delta Airlines Customer Conventions.

Customer Service Professional

Blue Cross Blue Shield/ Blue Care Network, Southfield, MI
February 2000 to Aug 2005

· Provided professional customer care to Blue Cross Blue Shield customers and physicians by responding to insurance eligibility, benefits, unpaid claims and membership inquiries.

Customer Service Professional

VOLVO / VISUAL SERVICES INC., Livonia, MI    




1996 - 2000
 

· Volvo vehicle specification expert

Customer Service Professional / Escrow Specialist 


SOURCE ONE MORTGAGE CORP. Farmington Hills, MI  



1989 - 1996

· Resolved inquiries concerning: member mortgage information, escrow analysis, payment adjustments

Equipment Records Keeping Parts Specialist/ Help Desk

United States Army

Nuremberg, Germany 







1984 - 1988

· Worked with MS-DOS

· Parts record keeping and vehicle dispatch

· Warehouse specialist



	Education and Certifications
· AS degree in Computer Information Technology 2015
· Dell certified

· A+ Boot camp completed

· completed O365 course

· Certified Help Desk Specialist 

· Honorably discharged Military Veteran



