Cheri brawn 
Atlanta, GA
	Candidate Description
· Experienced more than 8+ years as IT professional with a robust background in installing, configuring, and managing network infrastructure, including switches, routers, and firewalls. 
· Proficient in monitoring system performance metrics to ensure optimal operations and performing troubleshooting and maintenance on IT components.
· Hands-on experience with Meraki Firewalls, Ubiquiti switches, and wireless access points, including VLAN configuration and device adoption. 
· Skilled in user account management across various platforms, including Active Directory, Entra, Office 365 Admin, Teams, KnowBe4, and MerakVPN.
· Adept at building and configuring physical computers, setting BIOS, and updating gold images with specialized software such as AutoCAD, REVIT, Bluebeam, Design Master, and Navigate/Symetri.
· Experienced in data center installations, including rack building, UPS setup, server deployment, and comprehensive cable management. Competent in monitoring and managing tickets across all levels, ensuring efficient resolution of IT issues, including basic help desk support.


	Technical Qualifications/Skills List
·               Windows 7, 8, 10, 11
· 	Windows Server 2003-2022
·                Mac, IOS 
· 	Microsoft Office Suite & Teams, Adobe Pro, 
· 	MS Exchange Office 365, On Premises Exchange servers 2010, 2013, 2016
· 	Active Directory, DHCP, DNS Kaseya (BMS, VSA, etc.), Kaspersky, Tableau
· 	Azure (Entra)
·                Remote Desktop Support ConnectWise 
· 	Fortigate, Fortinet, Fortitoken VMWare, VDI, VPN, VSphere, Horizon View
· 	TeamViewer, Quick Assist, Citrix, Northbridge/Net Connect, ConnectWise
· 	CISCO CUIC, IP Communicator,
· 	Finesse, Jabber
· 	KnowBe4, PhishER
· 	Mimecast policies
· 	Mobile device, telephony & PBX support
· 	IT Glue
· 	Meraki
· 	Ubiquiti

	Employment History
	PROFICIENT ENGINEERING, INC, NORCROSS, GA
	 ITTECHNICAL SPECIALIST
	06/2023 - 04/2024-



· Installed and configured network switches, routers, and firewalls.
· Monitored system performance metrics to ensure optimal operations.
· Extensive experience in configuring, troubleshooting, and supporting Office 365 applications including Word, Excel, PowerPoint, Outlook, and Teams.
· Skilled in handling Adobe Pro and Adobe Creative Cloud applications, ensuring smooth operation and troubleshooting issues related to these software tools.
· Adept at supporting and troubleshooting both Windows 10/11 and macOS operating systems, ensuring seamless user experiences across diverse environments.
· Experienced in managing user accounts, group policies, and permissions within Active Directory, providing efficient user and system administration.
· Capable of diagnosing and resolving network-related issues, ensuring reliable connectivity and optimal performance for end-users.
· Knowledgeable in implementing and maintaining security protocols, safeguarding systems and data from unauthorized access and potential threats.
· Proficient in using remote desktop support tools like ConnectWise to assist users, resolve technical issues, and provide remote support effectively.
· Familiar with ITIL principles, ensuring that support services align with best practices in incident, problem, and change management. Experienced in deploying Windows images using Microsoft Intune, streamlining the process of setting up and configuring systems for end-users.
· Performed troubleshooting and maintenance of IT infrastructure components.
· Meraki Firewalls, Ubiquiti switches and WAPs
· installing and setting VLAN on the switchports and adopting the new WAPs
· Account creations and retires: Active Directory, Entra, O365 Admin, Teams, KnowBe4, MerakVPN
· Computer builds: Physical- Install NVMe, GPU, RAM. Set BIOS
· Configure and update Gold Image with Software like AutoCAD, REVIT, Bluebeam, Design Master, Aviate/Symetri
· Data Center installations: Build racks, UPS, Dell Servers, Ubiquiti switches, patch panels, cable management
· Monitor and manage tickets for all levels, including basic help desk items
	LEAPFROG SERVICES, INC, ATLANTA, GA
	IT TECHNICAL SUPPORT
	08/2015 - 05/2023

	· Developed and implemented operational policies and procedures to ensure efficiency and accuracy of workflows.
· Resolved network connectivity issues, diagnosed and fixed problems related to VPN, Wi-Fi, and Ethernet connections, ensuring users maintain reliable access to network resources.
· Implemented security measures such as multi-factor authentication (MFA) and encryption, and provided support for antivirus and endpoint protection solutions to safeguard user data and systems.
· Utilized ConnectWise to provide remote desktop support, efficiently resolving technical issues, deploying software updates, and assisting with system configurations across distributed teams.
· Collaborated with other departments to coordinate workflow processes between teams.
· Oversees daily security and technology support for approximately 25 highly regulated domestic and global organizations from industries, such as finance, health,	and	travel care and travel, with approximately 20,000 support tickets annually.
· Directed and supervised team of 5-7 employees in daily operations. 
· Meets and exceeds departmental key performance indicators (KPIs) such as first call resolution, average call time, inbound-to-outbound ratio, quality assurance call monitoring audits, team member availability, and team productivity
· Created RACI documents for onboarding new clients and to adapt to organizational changes within existing clients
· Maintained accurate records of employee performance, attendance, leave requests, and disciplinary actions.

	HEIL TRAILER, INC, ATHENS GA
	TIER 1 HELP DESK TECHNICIAN
	
08/2012 - 04/2015

	· Provided technical assistance and support for incoming queries and issues related to computer systems, software, and hardware.
· Created user accounts, maintained system documentation, tested and evaluated new technology.
· Applied ITIL principles to manage incidents and service requests, ensuring timely resolution and consistent communication with end-users, contributing to high user satisfaction and service reliability.
· Developed and deployed Windows images using Microsoft Intune, automating the setup process for new devices, and maintaining standardized configurations across the organization.
· Monitored performance and maintained systems according to requirements.
· Provided end-user training when needed.
· Collaborated with IT team members to identify system requirements and resolve problems.
· Diagnosed and resolved hardware, software and connectivity issues for Windows- based environment, providing support for voicemail, telephone and PBX systems.
· Created new accounts in Active Directory, reset passwords, unlocked accounts, and maintained Group Policies.
· Installed and maintained 40+ thin clients in large manufacturing plant.
· Installed operating system updates as required by company policy.


	




	Education
· Associated of Science        University of Alaska Anchorage             Atlanta GA


Certifications 
· CompTia A+
· CompTia Net+	


	Other 
· 



