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[bookmark: _heading=h.fyt30zkd6e1u]PROFESSIONAL SUMMARY 
Computer Science graduate with hands-on Tier 1 internal IT support experience in a remote enterprise environment. Experienced in troubleshooting user account, endpoint, SaaS, VPN, and connectivity issues; managing requests and incidents through Freshservice; documenting troubleshooting and resolution steps; following up with users; and escalating complex or security-sensitive issues when appropriate. Working knowledge of Windows 10/11, macOS, TCP/IP, DNS, DHCP, VPN, Okta, Google Workspace, Slack, and Mosyle MDM.
[bookmark: _heading=h.9lic3uidtwaf]TECHNICAL SKILLS
IT Support: Tier 1 Help Desk Support, Ticket Triage & Escalation, Incident & Request Documentation, End-User Support, Hardware/Software Troubleshooting, Remote Support
Systems: Windows 10/11 Support, macOS Support, Linux (Ubuntu) CLI, PC Setup & Deployment
Networking: TCP/IP, DNS, DHCP, VPN Support, LAN/WAN Fundamentals, Wi-Fi Troubleshooting
Ticketing & SaaS: Freshservice, Okta (User Access / MFA / SSO Support), Google Workspace, Slack, Jira, Confluence
Endpoint & MDM: Mosyle MDM (Basic Device, App & Profile Support), Endpoint Status Checks, Application Deployment Troubleshooting
Tools & Methods: TeamViewer, RDP, Agile/Scrum, Git/GitHub, Python, Shell Scripting (Basic), REST APIs, SQL
Productivity: Microsoft Office (Word, Excel, Outlook, PowerPoint), Google Workspace 
WORK EXPERIENCE 
CertiK,  IT Operations Specialist | Jul 2026 – Sep 2026	
· Provided Tier 1 internal IT support for employee account, endpoint, SaaS, VPN, and connectivity issues in a remote environment; documented troubleshooting steps, followed up with users, and escalated unresolved or security-sensitive issues when appropriate. 
· Triaged and managed requests and incidents through Freshservice, recording issue details, approval requirements, troubleshooting actions, status updates, and resolution notes. 
· Supported user access and SaaS issues across Okta, Google Workspace, Slack, and other business applications while coordinating requests with internal teams and appropriate system owners. 
· Assisted with Mac endpoint and Mosyle MDM support, including employee device setup, device status checks, and application/profile troubleshooting. 
Echtralex Solutions, University of Maryland, Jan 2024 – Aug 2024 – Front-End Developer		
· Supported researchers using a React/Flask application, troubleshooting file upload, validation, and frontend/backend integration issues. 
· Built validation and error-handling features that improved first-pass success to 95% and reduced user input errors by 40%. 
· Collaborated through Git, pull requests, Agile workflows, and structured testing to reproduce issues, resolve bugs, and deliver stable application updates. 
[bookmark: _heading=h.2yt3ejh12oau]EDUCATION
University of Maryland College Park, College Park, MD: Sep 2022 – May 2025| B.S. in Computer Science
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