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Experience
Cybersecurity Support technician | Kaseya | October 2023 – Present
Provides Tier 1 and Tier 2 technical support for SaaS Alerts' cybersecurity monitoring platform, assisting MSPs with onboarding, configuration, and ongoing issue resolution. 
Manages and responds to support tickets across multiple channels, including phone, email, and live chat through the ticketing platform, Zendesk. 
Supports Kaseya SIEM systems that exposes advanced threats and responds through automated rules and actions.  
Leverages data analysis tools, such as Elastic, to conduct investigations. 
 Utilizes data management tools, such as Fire Foo and Firebase to authenticate users and run queries for troubleshooting.  
Provides support documentation to assist with self-service and knowledge sharing.
Communicates investigation results and remediation actions to customers. 
IT Field technician | Orlando Health | april 2023 – october 2023
Imagined and deployed new devices for Orlando Health staff including installation, cable management and orientation. 
Provided technical guidance and assistance to end-users on how to utilize new equipment. 
Installed and updated desktop software including but not limited to Citrix, Microsoft 365 and Epic.
Responded and completed support to Orlando Health staff through Cherwell ticketing system. 
Used Microsoft’s SCCM to gather specific software information for newly configured devices. 
Provided excellent customer service skills and strong problem-solving skills. 
Office IT support | Arrrow Workforce solution | august 2021 – april 2023
Diagnosed and resolved problems in response to employee-reported incidents. 
Assisted cloud migration from Microsoft Azure to Google Cloud for the entire office.
Troubleshot and resolved issues with end-user devices located throughout the organization. 
Education
B.S. in information systems | seminole state college
Certifications
	CompTIA Security +
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