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     SENIOR HELP DESK/ TECHNICAL SUPPORT PROFESSIONAL


· Accomplished Senior Help Desk Professional with 8+ years experience in Computer Operation, Technical and Help Desk Support.

· 6 years of progressive Computer/Network operation experience in a data Center with mixed computing environment including Linux, Windows 2000,XP, 2003 Server and some mainframes.

· Provided Help Desk support to 300 end users, earning a solid reputation for productivity, complex problem resolution and professionalism.

· Excellent communication and diagnostic skills consistently solve problems and rarely escalate issues.

· Proactive self-starter to initiate process and system improvements to increase system stability and staff productivity.

                                                       TECHNICAL SUMMARY

	Hardware:
	Desktops, Servers, Laptops, Modems, Network Cards, Mother Boards, Routers , Hub and Switches

	System:
	Windows 2000, Linux, Windows 98/2000/XP, Windows 2003 Server and  Mac,vista, Windows 7

	Protocols:
	TCP/IP,  DNS, Ethernet, NetBEUI, Wins

	Software
	MS Office Suite 2000/2007 Tapeware Backup, Remote Backup,


                                                   Professional Experience

City of Atlanta (Desktop Support)

Extra Help

2012-Present

Provides end user support for the City which includes Desktop Programs, Troubleshooting, Configurations of new and used P.C. Demonstrates quick turnaround time for end user when a request for services are in place via Footprint. Train end user and assist them any Desktop issue they have.

IT Network Support Contractor (City of Atlanta)
2009-2011
Integrated Communication Networks ICN; Atlanta, GA

CDW-G; Atlanta GA

· Lead 1000+ systems refresh for City of Atlanta, replacing old Dell desktops with IBM Lenovo Desktops citywide (City Hall, Police Dept., Public Safety Headquarters, Parks & Rec, Water Dept.)  

· Supported Outlook clients for exchange servers.

· Provided PC software and hardware end-user support using Windows XP Professional.

· Trouble shooting network connectivity issues at remote locations around the city.

· Provided end user access to network resources such as network mapped drives and network printers. 

· Image/re-image desktops and laptops for deployment in disaster recovery and refresh situations.

· Back up, transfer and restore end-user data files and applications.

· Create and configure new Microsoft Outlook accounts (MAC & PC), retrieve and transfer personal folders, Smart Folders & PST’s)

· Provide emergency remote support using Apple Remote Desktop and Team viewer.

· Assisted DIT Technicians with Internet and firewall security issues using Microsoft Forefront Client/Server and Microsoft Security Essentials.

Chivello P.C. Technology Unit  Atlanta, Ga.                                                                                 2002-Present

NETWORK SUPPORT SPECIALIST / NETWORK TECHNICAIN

Accountable for analyzing, troubleshooting and reconfiguring servers, Desktops and laptops for resale to customers Throughout the Atlanta area, Concurrently, responsible for Administering, optimizing and supporting internal LAN/Wan infrastructure consisting of Windows 2003 Active Directory for Several Companies throughout Atlanta . Researched, recommended and implemented new hardware and software into the environment to increase efficiency. Monitored and support internal Networks via RDS, including adding/deleting user. Administer back-up solution utilizing Tapeware Exec. Provided support to internal users and External Clients on all hardware and software issues. Maintain and support Several Server running different O.S. 

Turner Broadcasting System,  Atlanta, Ga.                                           2005-2006

(Contract)

Production Support Specialist/HelpDesk Support
(Contract)
Maintain a par stock of computers, software, computer peripheral; Maintain equipment in a clean and safe manner; Analyze problems, identify alternative solutions, recommend and implement methods, applications, procedures, and/or techniques for resolutions; Research, analyze and evaluate new computer program methods, procedures, applications and techniques; Allocate limited resources in a cost-efficient manner. Aid more than 300 end users with installs and set up. Responded to an/or assisted with routing tickets to the proper Department using Remedy and Tally.

PC Nomic   Norcross, Ga.                                                                                 1999-2002
Computer Technician
(Part time)
Accountable for building, Configuring, Troubleshooting and repairing computer systems for the  throughout the Metro Atlanta area. Trained and Mentored Junior Techs.  Supported   IBM, Dell desktops (GX1,GX110,GX110,GX150 and GX260), IBM think pads and Dell laptops and some Compaq desktops while handling and brakes and fix issues related to hardware. ; Perform routine maintenance and troubleshooting; 
                   Education

Graphic Communications
1990
Georgia Southern University
Statesboro, Georgia
Network Systems Administrator
2001-2003
Computer-Ed Institute

 Associate Degree                              
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