	BLESSINGS BLANFORD
Field Tech Support Analyst

	Business Qualifications/Skills List
Motivated Network Engineering Degree holder with 8 years Desktop Support Experience of success providing technical support to customers by phone, on-site, email and web-based chat. Talented at resolving technical problems by carefully listening to customers and conducting appropriate research to develop solutions. Meticulous in recording information so teammates have a clear understanding of the issue and steps taken to resolve it.

	Technical Qualifications/Skills List
· Interpersonal skills: excellent telephone presence, patience, written and verbal communication skills, active listening and customer advocacy.

· Ability to prioritize and multi-task in a fast-paced environment in order to meet established service level agreements.

· Technical: Skilled at diagnosing and resolving a wide range of technical issues, and matching resources to issues appropriately.

· Service awareness: understanding services for which IT support is being provided.

· Self-motivated with the ability to work in a fast-moving environment.

· Strong ability to create a world class customer experience

	Employment History
Bank of America                                                                                       October 2021 to Date
Senior Analyst                                                                                           Atlanta, GA
· Assisted customers with technical issues via email, IM(Skype) and telephone.

· Troubleshooting iOS and Android

· Upgrade Windows Version from 19 to 20H2.
· Reimaged windows computers running windows 7 to win10.
· Providing VPN, Remote PC and Desktop Director support

· Single handedly imaged 120 Hp and Dell laptops using CM Bare Metal Build process.

· Installed Microsoft 365

· Resolving escalations from Level 1 support

· Ensured that all computers have the latest windows updates.
· Repair any onsite issues pertaining to the hardware and software needed to perform daily jobs.
· Administer, troubleshoot and maintain LAN, PC and peripheral equipment.
· Installing and configuring software and its functions

· Ensuring security and privacy of networks and computers

· Troubleshooting to diagnose and resolve computer problems.
State of Georgia, Decal                                                                            September 2020 to September 2021

· Configure, deploy, maintain, troubleshoot and support computer workstations, laptops, printers, mobile devices, phones and other computer and telecommunications equipment.

· Ensure desktop computers interconnect seamlessly with diverse systems including associated validation systems, file servers, email servers, computer conferencing systems, application servers and administrative systems.

· Serving as the first point of contact for customers seeking technical assistance over the phone or email

· Record events and problems and their resolution in logs and input it in service now.
· Providing VPN, Remote PC and Desktop Director support

· Windows 10 Upgrade using SCCM.
· Offboarding users who are leaving the organization by receiving equipment.
· Performing orientation and training for new hires.

· Resolve network connectivity issues.
· Deploy software packages in SCCM.
· Onboarding new users with new hardware, software, user accounts.

· Help to set up PC’s and apple desktops/Laptops and all mobile devices.

Verifone                                                                                                    November 2019 – August 2020

Customer Support Analyst                                                                    Atlanta, GA
· Provides technical support to field engineers, technicians, and product support personnel who are diagnosing, troubleshooting, repairing and debugging complex electro/mechanical equipment, computer systems, complex software, or networked and/or wireless systems.

· Responds to situations where first-line product support has failed to isolate or fix problems in malfunctioning equipment or software.

· Provides support to customers/users where the product is highly technical or sophisticated in nature.

· customer installation and training.

· Installed, maintained, and configured employee desktop and laptop Mac computers.

· Resolved problems, performed upgrades, and maintained end user Mac Pc’s.

Bank of America                                                                                      January 2017- September 2019

I.T. Support Desk Technician                                                                 Jacksonville, FL
· Resolve technical problems with Local Area Networks (LAN), Wide Area Networks (WAN), and other systems.
· Assign/Un-assign users and computers to proper groups in Active Directory.

· Ensure desktop computers interconnect seamlessly with diverse systems including associated validation systems, file servers, email servers, computer conferencing systems, application servers and administrative systems.
· Resolve issues for clients via phone, in person, email, or live chat.
· Troubleshooting of Windows 7/XP, 8 and 10. Mac OS, Cisco/VOIP telephony,

· Blackberry, Android, iOS (iPad/iPhone), and ITSM ticketing systems.

· Experience in the application of MAC solutions to solving business requirements Installations.
· Administer, troubleshoot and maintain LAN, PC and peripheral equipment.
· Installing and configuring software and its functions

· Ensuring security and privacy of networks and computers

· Troubleshooting to diagnose and resolve computer problems.
· Troubleshooting and fixing email (to include Blackberry Enterprise email), internet access and

· networking issues.

· Providing VPN, Remote PC and Desktop Director support

· Simplified Sign on

World Vision Zambia                                                                              April 2010 – April 2015

Desktop Support Technician

· Respond to calls logged with the help desk software application called service now.
· Provided desktop support for over 300 users.
· Setting up e-mail (Lotus Notes) clients

· Configure PCs and laptops as well as loading software Installation and configuration of peripherals (mouse, keyboards, video cards, printers, cables, hard drives, memory. etc.

· Providing access to LAN resources (Printers, Network Shared drives, Servers)

· Format, install, set up, maintain, and troubleshoot desktop and laptop computers with and for end users.

· Provide first line support to internal customers, assisting them with hardware, software, network and communication problems by phone, email and desk side support.
· Carry out daily system checks and backups as required • Installations of office 2007, 2010, 2013 and 2016.
· Installations of windows XP, Vista, Win7, Win8 and Win 10

· Adding of user machines to the WVZ domain, Ensuring regular training on I.T systems to users

	Education and Certifications
Associate’s degree in Networking – 2010

New Horizon, Lusaka, Zambia




