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· IT Engineer support lead & manager providing a bridge between teams of professionally diverse groups.   
· Giving timely completion of server, networking, desktop, and computer troubleshooting projects. 
· Understanding of Fintech, ServiceNow, Ivanti, and ConnectWise ticketing systems, Active Directory, as well as SCCM, MECM, JAMF, and Intune Mobile Device Management. 
· Knowledge of IT Glue documentation system, ScreenConnect, Kaseya, GlobalProtect, Remote Desktop, remote access.  Building on Apple Certification, ESRI ArcGIS, Federal, public and private work experience. 
· Recent experience in banking, grocery, and office retail focused in customer service.   
· Customer Service is my middle name. Looking to continue to provide that bridge between many teams in whatever role I take in the future.


EXPERIENCE

Senior Coordinator IT Operations. Insight Global contractor of WSP. (Hybrid)	December 2023- March 23, 2024
Providing Tier 2 coordination of computer distribution and returns, coordinating repairs with Dell of warranty equipment, setting printers
Software installs, licensing, and security verification across 5 remote offices. Office move and new server equipment setup.  
Move into an Agile work environment.   Offering technical assistance to national IT Teams chat line for organization.     
Maintain a Microsoft Note repository of knowledge. 
Managing Service Now ticketing, and coordinating with asset distribution office.    
· Servicing a wide variety of engineers, architects, land developers, planners, Computer Aided Design
and Geographic Information Systems specialists
· Onsite services keeping all computers and peripherals running smoothly.
· Answering phone and Teams service calls not resolved by first tier tech team.
· Helping leadership and individuals across the organizational ladder alike.
· Resolving power issues on dozens of Dell laptops due to aging BIOS including the President of the Eastern Region.

Managed Service Engineer II, Logically, Portland, ME (Remote – laid off)	July 2023-October 2023
Providing customer service with many local police department, health departments, retirement companies, and local town halls on IT needs from password resets, to distributing new software, verifying security software  properly registering across networks, and remoting in Domain Controllers to verify health of large corporate networks.  Reset Servers domain controllers.  Maintaining documentation of procedures with Microsoft Notes. Maintaining Barracuda, Microsoft Endpoint unsolicited email content. Office 365 distribution, email list, and calendars for hundreds of companies. Registered password rules with active directory and permissions of  shared drives.  Distributing software and rebooting servers using Kaseya Management servers.  Testing with Auvik the network connectivity of servers and computers at over 150 Companies. Setting up multifactor authentication with Passley, Duo, and Microsoft Authenticator.    Training with Udemy in Azure, and connecting to admin portals of Microsoft utilizing Azure as well Tenant Proofpoint management of emails.
· Updated IT Glue documentation for 150 clients
· Assisted tier 1 team with tickets they could not solve
· Coordinated with managers of 150 clients remotely and onsite needs for IT equipment purchases, repair, and software installs.
· Verified Connectwise database of client contacts matched existing Active Directory database.
· Assisted Tier 1 in better documentation of tickets, and coordinating between Tier 1 and Tier 3 tickets and escalating as needed, and
·  Answering questions of clients to their satisfaction.  
· Leading with Customer Satisfaction Scores every month.

Lead IT Technical Specialist, Zensar/Rockland Trust, Plymouth, MA	September 2021-May 2023
Lead of 150 branch bank IT call center and onsite support team of 7 technicians. Ivanti Ticket Management SCCM Mobile Device Management. Configuring RSA, Globalprotect VPN, password recovery, troubleshooting connectivity of printers, computers, File shares, and custom intranet webpages with wire, ACH, global fund transfer, Adobe document Management, Sharepoint, and 
Active Directory profiles.  Training new technicians, documenting procedures, assisting lenders, collectors, bank employees, loan operators, and management in maintaining network of computers remotely.
· Reset AS/400 managed printer queues.  Integrated 50 new branches in bank merger. 
· Resolved computing issues for 911 employee 143 branch bank.
· Assigned troubleshooting tickets to 7 different teams and followed through each ticket got completed.
· Ensured all 143 branches had working check deposit machines, and restarting their print capability remotely.
· Documented onboarding tools for all new hires, 
· Coordinated release of new troubleshooting Procedures.  
· Spearheaded new automated procedures for upgrading company wide machines simultaneously.   
· Provided support for merger of 45 East Boston Savings branches with 97 branch Rockland Trust

Senior Principal Infrastructure Associate, Mphasis | DXC | Ahold, Quincy, MA	March 2020-Sept. 2021
Supervising grocery chain MDM integration for Macintosh platform, training new and current employees in Service Now ticket management. Built Apple Macintosh PC for CEO of Stop and Shop Supermarket, collaborating with executives to ensure smooth upgrade to Apple’s Big Sur operating system.  Similar configuration for VP of Meat and Produce. Remote access and walk-in support to resolve  security, software and hardware Issues on Windows, Macintosh, Peripheral configuration issues. Software distribution with  SCCM, JAMF,  resolving Service Now issued tasks. Made sure the pharmacy and back office computers of the grocery chain were linked properly to the main office network.  Microsoft Office  licensing, ODBC database links Oracle and Access.  Microsoft Teams, Active Directory,  and Sharepoint.  Quincy MA.
· Led team upgrading all 600 Macs in Stop and Shop and Giant Food to include JAMF MDM tool
· Presented at meetings on the upgrade, feedback on incorporating new tools for upgrading marketing team
· Set up machines for vice president of grocery chain 
· Used MECM to push updates for 1500 PCs.

Certified Tech Specialist, Staples | Falmouth MA	April 2018-Feb 2020
Number 2 in computer sales products at Staples on Cape Cod.  Sales of computer and office supplies, printers, computer components and service plans.   Offering Software As a Service (SaaS) in malware protection plans.  Malware removal,   PC registry repair, data transfer,  configuration of new computers, printers, and repairing phones damaged by liquid, and replacing phone batteries.  CRM data management. 
Data transfer from Mac to PC.   Providing tutorials and workshops  on printing, computer and tablet data application management.

Freelance Support Technician, Macmaps, Maine 	July 1995- Current
Apple Certified Repair Technician offering technical Support, home and business computer consulting. Software backup, installation, troubleshooting errors. Hardware configuration and repair. Audio Visual troubleshooting. Malware removal on PCs and Macs, component diagnosis, repair, and networking. QuickBooks, Adobe software, Computer Aided Design, LiDAR (Laser Scanning) differential correction scan verification, and GIS data analysis and management. Tutorials & workshops cybersecurity. 

Database Developer, Environmental Partners Group, Quincy, MA (project ended)	Apr. 2016 – Dec. 2016
Database Developer Project, implementing 5 year Capital Improvement Plan models roads, sidewalks, and ramps with Access, ESRI ArcGIS ArcEdit, ArcMap, Modelbuilder, Wide Format, Printers, Python. Computed Pavement Control indices (PCI) for road degradation based on traffic volume, surface treatment cost, and forecasting cost benefit of each treatment type.
Quincy, MA  based. Projects of Waltham, Wellfleet, Provincetown, and Eastham MA. 
· Built cost benefit predictive modeling tool integrating ArcGIS Modelbuilder, Visual Basic, Microsoft Access, and Excel 

Remote Sensing (LiDAR) Technician, Surveying and Mapping Consultants (project ended), Braintree, MA	Oct. 2014 - Mar. 2015
Computer Aided Design Remote Sensing (LiDAR) Technician Project: LiDAR laser remote sensing    
 extraction and quality control and analysis of stormwater management, road, and property grading
 data using AutoCAD and MicroStation/TopoDOT for Orleans, Wellfleet, Brewster, Braintree and
Boston.  

Aeronautical Information Systems Specialist & Cartographer, NOAA/FAA, Silver Spring, MD	Nov. 1998 - Sept.2014
Worked for the National Oceanic Atmospheric Administration/Federal Aviation Administration Mapping and developing hundreds of Aeronautical Regulated routes on 35 charts, verified work of 30 coworkers and contractors.
Project Management, Quality Control, Quality Analysis, Training Coworkers,
ISO 9001 Documenting Procedures in Microsoft Office, Outlook, Lotus, Citrix remote access, MicroStation and its scripting language.  Intranet webpage of resources, and edited daily update notices for air pilots on corrections for charts.  
· Coordinated with Air Traffic and foreign data sources.  
· Awarded 5 times for helping the team in a variety of projects.   
· Led effort to upgrade team of 200 people from Windows XP to Windows 7
· Maintained training tool Intranet webpage with all resources used by the team for airway development, 
· and airway charting Quality control

CADD Technician, Enterprise Information Systems,  	Oct. 1997 – Nov.1998
Contractor for National Oceanic Atmospheric Administration. Nautical Charting, data extraction of Army Corps of Engineering sounding and Coast Guard Coast Pilot navigation data for the national waterways of the United States using MicroStation, IRAS/B, Access. 


Drafting Technician, Maryland National Capital Parks and Planning Commission, Silver Spring Maryland 	 Nov. 1996 – Apr. 1997
Project Planimetric and Parcel mapping aerial photography data extraction quality control ArcGIS and AutoCAD.   Digital representation verification using remote sensing photography ground truthing.  

GIS Programmer, Baltimore Metropolitan Council, Baltimore, MD	Oct. 1995 – Nov. 1996
Document software code in C and Pascal of in house Geographic Information System, Address Geocoding, Mapping Police Precinct, Fire Department, School District, Zipcode covering six county region including  Baltimore City.  Quality Control of Topological polygon information against electrical utility addresses.  

SKILLS

· Active Directory
· Adobe Creative Cloud & Acrobat & Photoshop
· Apple Macintosh Systems 
· ArcGIS (ESRI), ArcCatalog, ArcGIS Online, ArcEdit, Modelbuilder 
· Access (Microsoft)
· AutoCAD Civil 3D & Carlson 
· Audio Visual Presentation 
· Auvik Network Analysis
· Cisco Anyconnect
· Computer Aided Design
· Connectwise
· Cybersecurity
· Dameware
· Data Science
· Database Design
GIS & LiDAR
· Gobalprotect 
· Identitynow
· Information Technology
· ISO-9001 Training
· Ivanti
· JAMF Mac OS system image deployment.
· Kaseya
· MECM 
· Microsoft Word, Excel, Endpoint, Sharepoint Exchange Admin 
· Bentley MicroStation
· Mobile Device  
· Management
· Powershell 
· Program Management
· Project Management 
· Quality Analysis & Quality Control
· Quickbooks
· Registry management.
· Relational Databases (RDBMS)
· Remote Desktop, AnyDesk, Citrix, VPN, Teamviewer
· Screen Connect
· Scrum/Agile
· Service desk lead
· Service Now (SNOW)
· SQL
· Troubleshooting hardware & software repair
· Visual Basic and C++



EDUCATION

Clark University 	Bachelors degree in Geography Environment Resource Management and GIS


PROFESSIONAL DEVELOPMENT

SkillSoft	Scrum Master Certification, 2023
Apple 	Certified Macintosh Technician & Apple iOS Component Technician Certification, 2018
NEGIS 	GIS Program Management, 2016 
NOAA/ FAA	Aeronautical Information Specialist License, 2012
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