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Proflle

A dedicated IT professional with expertise in Mioosalt Office Suite, web design, Canva, Microsoft Power P latfoom,
Copilot, and knowledge transfer, Pasglmate abamt innovation and continuous leaning, | thrive in dynamic
enwronments that challenge me to solve profdem s oreatively and optimize sy stem s for eficdency, Detal -oriented and
highly perceptive, | excel at building meaningful conmedions, trandating complex ideas into practical solutione, and
diriving impactful results. Guided by integrity and a solotionssforused mindset, 1 am committed o fostering
prochctivity, well-being, an d growth in every environment 1 contribote to.

Work Experlence
ICT Assistant - International Organization fi‘lll.'l‘liﬂ (10 K emya - Etj'll‘.'ﬂtr' 2023-Date

# lImue tcket owmership - open, update, and cdose ticket s assigned, meeting or & ceedin g Service Level
Agreemants (SLA) within the FreshD esk T deeting Systom

# Take ownership of user problems and be prosctive when dealin gweith user issues,

®  Provide Tier 1 lewvel technical support such as immeediate diagnosis and workarounds for reported
incidents
Log dl actions and sbeps laken lorespond o an inddent or Lo complete a request.
Asdst in determining root cwses and propose resoluth on for problems rased by reported inddents,

#  Ercalate toTier 2 technical support and superyisor when necessary and acoordingly to identified priority
lowals,

®  Provide support for plan ned tedun dogy upgrades for network, sestem s and appli cation s,
Frovide endeuser traningwhen assiged

® Ferform agreediasks md collaborate with releant units, when assigned, for joint Sevel opement anc
delivery of new application s, systems and n etworks,

=  Establish technical relationship and colaboration with other pertinent department funits to identify
opporianities for optimizing business and system affectiveness.

#  Assst with managing the video conference calls and set-up, ogperate and troubleshoot the
AV fprojediion/ conferencng equipmen &, devices and sy stems Provide on- site support for audi ooand
wideo conferencng technology for meetings and conferences through Zoom andMicrosalt Teams
Flalf crms,

# FParticpate proactvely in faoe-to-Tface shift turnover mestings and contributbe to ensure continud by of the
support service
Azdst in renaming digribution Hst and shared miailboses for standardi zed naming convention.

®  Data deaning of company madhines for don ation,

®  TeamViewsr application use for remote sipport

LT up Llﬁt!ﬂ'l Eﬂ]j‘ Bar dled oo Tor the affice conference room bo enhance Uhe v deo mlmndn:
o periemce, making sire al equipment i 'I'.'I'.'H'I'E'.‘Uj' imEtalled mnd conligured,

= Slido app for interactive collaboration during Power® o nt presentations.

# Perfom sich other duties as may be assigned
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Asgsted in admindsterinmg the secursly o various nebvwork oomponents by provici ngo sers with the
nece sy access bo thedr respective LAN and Comm undcation systems,

Assisted in the maintenance of the telephone sy stems

Kept record of the office’ s ICTinventory for hardware and software sal'eguardin gmedia and licenses,
Provide biometric system man agement functions including set-up, ingallation, moni toring or adding
application, users, smd dev s, modifying nser profiles, resetting passwords md file system
maxintenan o

Assisted with managng the video comferen o calls and set-up, operate and troubleshoot the

AV fprojection/ conferendng edquipmen b, devices, and sy stems. P rovide on-site saipport for & dio md
video conlEencn g technology .

Ferformed other dubies a5 assignad

Sales Assodate - GloboEd ge Solutions, Apple Authorized Reseller -August 2021- November 2022

Enmired customer safisfacion by handlin gproduct retums and repars in a Umely and professional
A ET,

Oreated a welcoming and pod tive environment for existing, new, and potential custom ers to foster
Iovalty andrepeat sales.

Inform ed dients about current promotions and products and vsed persuasve slling technigques o
inrease sales.

Assisted customers in Andin grequesteditems md esorted them tothe checkout line

Coached and mentored new hires an company processes, product inowle dge, customer service and
selling techniques.

Processed F 08 framsactions acuratdy and efficdently. and returned change, cards, and receipts to
oustomeTs.

Fesolved custom e issoes by recommen di ng re evant products and servioes that met their needs.

M ai ntained store appearance by or gandging racks and shelves and displaying specific merchandise o
attract customers,

Created custom i zed customer appred atlon cards using Canva lor spec al discounts and J8Y erent
appredation days of the year,

Webhsite Design Volunteer - Gingko Africa -March 2021 to June 2021

#  Alded in auditingthe current website on Shopify to ensure the inform ation isrelevant and up-to-
date

» Updated the store cat d ogue with photos and descriptions of new journ al books and removed out-
of -stodk item =
Revamped the footer bann er to reflect new officelocations and added blog posts and projects.
Added a contact page for casier communication and updated thenewsletter page for autom atic
sendingto subsaibed oi stom ers,

IT Intern - K-TEN Inve stments- August 2019 to Decem ber 2019
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Education

&  Master of Science in Inform ation Security and Digital Forensics - University of East London by UNTCLF
(Umited Kingdom]: (2026
= Bacheor of Bu siness and Information Technology - |omo Kenyatta Univer sity of |nf ormation and Technolggy

(2022)

Skills and Langn ages

«  Tedhnical skills:
Windows deddop support (hardware repair, drive replacement, disk imaging, operating sy stem
installation, malware remediation, email system troubleshooting)

Currenthy learning Window s Server, Active Directory, and Group P dicy

105 device man agement (migrating from Android toi0s, softeare updates, app installations)
Hetwork connectivity troubleshooting [ Arewalls, switches, printers)

- R F @

Website design (HTML, CSS, JavaScript, Bookstr ap Pro)

Microsoft Fower Flatform, Microsolt Copilot, Cmva Desgn, Micosoft Teams, Zoom Platform, Webex

Use of S do For in beradive presental oms and mici ence &0 ga gem enl,

+  TeamViewsr remobe deskiop conmection for online assistance,
»  Soft Skills:

Ex collent verbal and written communication shkillsin English

Hipgh emotional intelligence and alility o manage emotions and communicate effectively.

Team player with humility and a collabworati ve mindset

Self-diriven with the ability towork i ndependently an d confidently troubleshoot complex isues
Ex collent customer service skills and ability toexplain tedh nical concepis in a simple, dear way.

- Langages:

Fluent in Emglish and Swahili
Hasic knowledge of Spanish

Certifications

&  Migosoft I ower Platform Fundesm entals
& Career Exsentialsin Generative Al by Microsoft and Linkedin
s Mimrosofl Copilot for Frocuctivity by Mi o osoft snd Linkedin

Referees

Moges Mnawe 4254 T21 390 Ted  Esther Mative 4254727 375 127
4254 T34 873 Ta7

Head of ICT National Officer Sales Manapger

108 Kenya Country Office

Imtern ational O sni zation GloboEdze Soliali on g

for Migraion (10M) Kenva Apple Author ged Fesella
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Kevin M acharia 4254 716 100 335
Foun ding Fartner
K-TEN Invesdments
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