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PROFESSIONAL 5UMMARY

Accomplished Technical Suppont Specialist with over 5 vears of expenence in delivering high-
quality suppor in help desk and customer service environments. Proficient in Salesforce for case
management and troubleshontng, with extensive experience in OfMice 365 deployment and
administration. Strong background i clowd engineering, server management, and system
adrminmiraton, inchiling SC Server, Publc Login, and Sentinel for enhanced secunty and user
management. Demonsirated ability o streamline processes and enhance decision-making
through effective technical solutions. Esger w contribule expertise in a dynamic role that fosters
profiessbonal growith.

PROFESSIONAL EXPERIENCE

Choud E nginesr
Raclbspace Techaology - Dallas, TX

February 202§ - Presens

¢ Spearheadad the incident manage ment process, ensunng optimal coverage and résponse
times for IT Service Desk ticket quenes,

o Configured and managed user accounts in Active Directory and Microsoft Exchange,
providing critecal support for system administration tasks.

»  Leveraged Salesforce for effective case racking and resolution, fostering timely
cormmunkcaion anid updates with stakehalders,

& Utilied SC Server for secure content manage ment, ensuring dsts imtegrity and
accessbiliny,

¢ Implemeniad Public Login solutions o enhance user e xpenience and streamline
authenticatbon processes.

o Managed Sentinel securily systems o monitor and profect critical infrastruciure from
thureats.,

o Addressed inhsound technical inquirses while maintaining a strong focus on customer
sali slaction and performance melncs,



imses, mcluding mail flow and user access.

»  Conducted system monitoring and iroubleshooting in Azure environments, employing
SCCM Tor Windows Server upsdale manage ment,

& Led security comgliance imitisfives, performing regulor sudits and mitigating threats,
ing luding malware and ransoniware.

Technical Support 5 pecialist
Simpu - New York, NY
Janmary 2008 - fanuwary 2020

»  Dhagnosed and resolved a wide range of hardware, software, and connectivity 1sses
within a Windows 10 environment, deivenng Leavel | suppont through multiple channels,

o Implemenied Salbesforce for efficient case management, improving workflow efficiency
and documentation accuracy,

o Developed] subemabed processés for madlbox creation. raducing onboarding tene by 509
and enhancing team productivary.

o Managed user suppornt through Zendesk, enmiring efficient teket handling and cussomer
COMIUREC Sl on.

v Succesfully managed the migration of over 100 users o Office 365, uilizing PowerShel |
o munilbox maigral kn and ser aocount managenent.

&  Provided comprehensive suppont for corporate applications. and ¢ reasfed self-help
documentation (o Smpower users,

Help Desk Support
Enhanece 1T - Alanta, GGA
Muay M7 — December 2017

»  Responded prompily to high-volume inbound calls, resolving technical issues across
diverse operating sysiems, including Windows, Mac, and Limax.

o  Collaborated with cross-functional teams o escalate high-priority issues, ensuring rapid
resalution and minimal downtime.

& Deliversl exceptional end-user roubleshaoting support, utilizing strong oo iman e stion
skills 1o explain complex echnical concepis.

¢ Managed the semp and configuration of hardware, ingluding deskiops and mwobile
devices, for over 80 emplovess.



B.A. in Information Technology

Lagos State University - Lagos, NG | 2006

TECHNICAL SKILLS

e Technical Support & Troubleshooting

s Sabesforce Cose Management

o Office 365 Deplovment & Adminisration

o B0 Server & Sentingl Securdy Sodutsons

& Public Login Implementat ion

#  Windows & Linux Server Manage ment

e Active Directory & Microsoft Exchange Administration
o Microsoft Office 365 & Amre

¢«  Hemobe Access Technology & VPN Salutions

e Team Leadership & Costomer Service Excellence
»  PowerShell Scripting & Auomstion

o Femdesk Ticketing Syslem

& Security Complionce & Risk Maonagement

¢  Documentation £ Knowledge Bas Development

CERTIFICATIONS

¢  CompTIA Securiny+
s Microsofl 365 - M5 900
o Chosrle Anal viscs
Google Technicsl Support Fundamentals



