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Work experience
IT Support Analyst and Customer services 
Optima Network Solutions - Ottawa, ONNovember 2016 to Present
Experienced IT Support Specialist with 5+ years of expertise in providing exceptional technical assistance and customer service. Proven ability to troubleshoot, resolve, and prevent technical issues while maintaining a customer-focused approach. Adept at collaborating with teams, managing incidents, and ensuring seamless IT operations to meet business objectives.

· Provided Tier 1 and Tier 2 support to clients across Canada and the USA, ensuring 95% incident resolution within SLA.
· Diagnosed and resolved hardware, software, and network issues for 200+ users, including onsite and remote troubleshooting.
· Conducted system upgrades and patch management, minimizing downtime and enhancing system security.
· Delivered outstanding customer service, earning a 98% customer satisfaction rate over two consecutive years.
· Trained and mentored junior support technicians to improve team knowledge and retention.
· Responded to incoming tickets via phone, email, and chat, assisting customers with technical issues in Windows, macOS, and mobile platforms.
· Collaborated with cross-functional teams to resolve complex issues, ensuring seamless service delivery.
· Maintained a knowledge base for common issues, reducing ticket resolution times by 20%.
· Supported software rollouts and user training for new system implementations.

Technical Skills
· Operating Systems: Windows (7, 10, 11), macOS, Linux
· Software & Tools: Office 365, ServiceNow, Zendesk, Active Directory, SCCM
· Networking: TCP/IP, VPN, DNS, DHCP
· Customer Support: Remote Desktop, SLA Management, Incident Handling
· Additional Skills: Troubleshooting, Team Collaboration, Documentation

Key Achievements
· Led a migration project for a client’s 300-user base to Office 365, reducing licensing costs by 15%
· Reduced average ticket resolution time by 30% through process optimization and automation initiatives.
Infrastructure and network support analyst 
Engineering Office Deisenroth Canada (EODC) - Ottawa, ONJune 2010 to November 2016
EODC Engineering Inc. (Defense & Space)
Infrastructure and network support analyst
June  2010 to November 2016

· Provided firstand second level technical support for employees achieving an average resolution rate of 88% on first contact.
· Provided onsite and remote desktop support for a mixed environment (Windows/macOS), supporting end-users.
· Analyzed diagnose, and resolved incidents involving operating systems, network access, hardware, printers, and application software.
· Managed computer accounts, group memberships, and user access rights via Active Directory.
· Administered  and troubleshooted  printer queues and network  printers, reducing recurring issues through documentation and proactive maintenance.
· Maintained incident records in internal ticketing systems and escalated unresolved issues appropriately.
· Assessed business impact and escalate according to severity and resolution timeframes.
· Collaborate with senior analysts to identify recurring issues and contribute to root cause analysis and knowledge base updates.
· Develop and publish internal self-help articles, improving end-user issue resolution and reducing service request volume.
· Installed and configured PCs, printers, and network peripherals; updated drivers and firmware regularly.
· Troubleshot software applications and provided training to non-technical users to increase system usability.
· Participated in IT projects such as hardware refresh cycles and network optimization.

Key Achievements:

· Reduced incident escalation by 25% through enhanced documentation and resolution tracking.
· Diagnosed and resolved persistent network drop issues by reconfiguring TCP/IP settings and NIC drivers.
· Created a series of onboarding FAQs that cut new user support calls by 40%.
· Received recognition from management for maintaining a consistent satisfaction in monthly user feedback surveys.
Education
Master's certificate in Project Management - 2em Cycle
Université du Quebec en Outaouais ( UQO) - Gatineau, QCSeptember 2018 to April 2020
College certificate in Software quality assurance
Algonquin college - Ottawa, ONSeptember 2007 to December 2007
College Diplomat in Information Technology
Computer science College Marsan - Montréal, QC1992 to 1994
Skills
SQL
IT Network planning designing and deploement - 10 years
Microsoft Windows Server
Computer networking
WAN
Server virtualisation - 10 years
IT
Remote Access Software
Microsoft SQL Server
Active Directory
Microsoft Excel
Organizational skills
Microsoft Exchange
VMWare
Linux
Network Support
Microsoft Office
Operating Systems
IT Support
French
Network Administration - 10 years
Technical Support
Customer service
Bilingual
Disaster Recovery
Azure
DHCP
English
Communication skills
TCP
Help Desk
Troubleshooting
System Administration
LAN
TCP/IP
DNS
VPN
Analysis skills
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Certifications & licenses


