	Kathleen M. McDonald

	32 Key Street, Millis, MA  02054
617-997-5494
Kathymc7@Comcast.net


	
OBJECTIVE:

	
To obtain an IT position that utilizes my experience as a Desktop Support Administrator having responsibility for all aspects of IT including setting up and maintains Network Connectivity as well as User Accounts.  Skilled with Network tools such as VPN, Remote Desktop, and Microsoft Exchange/Active Directory


	TECHNICAL:











Desktop Support Specialist                                                                      
                                              

IT Desktop Support









Desktop Support Specialist


                            






Desktop Technical   Analyst
	Operating Systems:  Windows 7, Windows XP Professional, Windows 2000, Windows NT 4.0, and Windows 95/98, working knowledge of Ubuntu 64 bit

Applications:    VMware VSphere 4.0.0, Citrix Access Management Console 3.0;  MS Exchange 2003, 2007; Active Directory 2003, Norton Antivirus Enterprise Edition, MS Office 2010, 2007,2003; Internet Explorer 8.0, 7.0, 6.0, LogMeIn, Bomgar Representative Console,Dame Ware Mini Remote Control,  LANDesk 8.70.7, Citrix Client, GoToAssist, 8.0, Backup Exec, Novell Zenworks, Norton Ghost, Raptor VPN, Cisco, VPN, Checkpoint VPN, Cisco Unified CallManager 4.2 Administration, Client, Mobile, WEBEX, Adobe Acrobat Pro 7.0, Oracle 11.5.8, Track-It Helpdesk software, ACT, Lotus Notes 7.02, Good link Server, Blackberry Server, Altiris Console 7.0


GMO Financial, Boston, MA – 02/11-Present (contract position)
· Windows Migration using Transfer Agent
· Network Patching and 1st level support
· Bloomberg installation and support
· New hire setup using Active Directory, and Exchange 2007
· Manager Citrix desktop connections
· Exchange Administration and 1st level support
· BES account Administration
· Setup VPN and Citrix Access to company network
· [bookmark: _GoBack]Virtual machine configuration and support
· Laptop encryption and decrption

Ameriprise Financial, Boston, MA – 09/10-02/11 (contract position)
· Participated in the planning and deployment of new and upgraded products
· Provide Level 2 Support for both Software and hardware systems
· Imaged machines through Altiris Solutions
·  hardware and software upgrades for over two hundred employees
· Consulted appropriate knowledge bases to troubleshoot and resolve various technical problems
· Remote to onto Home Users desktops through Bomgar Remote tool


R.T.I. International, Waltham, MA - 03/10-09/10 (contract position)
· Provide Remote technical Support onto Users desktops via Bomgar
· Performed desktop support to 77 employees in person and by telephone.
· Planned, developed, and led interactive training classes for personnel
· Expertly installed, configured, monitored and troubleshot PC's and related hardware on all OS platforms.
· Oversaw the investigation and resolution of hardware and software issues both remotely and onsite.

Best Doctors, Boston, MA – 10/09-03/10 (contract position)
· Performed Hardware upgrades including replacing hard drive and slaving hard drives, a add/remove memory, replace LCD Panel on laptop, and swap out keyboards on laptops
· Setting up and maintain User Accounts through Active Directory and Exchange Server 2003
· Set up and deploy new hardware for Users including Blackberry BES Server
· Participated in the planning and deployment of new and upgraded products
· Imaged machines using Norton Ghost, Create Image as well as Copy Image from Network, Windows XP Pro; and Windows 7 Pro


	IT Infrastructure Team, Currently Harvard FAS
	Ironshore, Boston, MA - 03/09-10/09 (contract position)
· Clients include Harvard University Faculty of Arts and Sciences and Goulston & Storrs Law Firm
· Create, update and close trouble tickets, analyze technical issues that the customers have encountered, and work with the Help Desk team to identify new processes which would improve the effectiveness of the organization
· Maintain Daily and Weekly Backups for several remote offices
· Write and maintain documentation on all IT Infrastructure and End User Detailed Instructions
· Set up and deploy new hardware for Users including Blackberry; RSA Secure ID keyfobs
· Provide Remote technical Support onto Users desktops via Dame Ware mini Remote Control
· Setting up and maintain User Accounts through Active Directory and Exchange Server 2003


	Remote Desktop Support

	T.J.X Corporation, Framingham, MA - 11/08-03/09 (contract position)
· Provided third level software and hardware support to remote users in high-volume environment, upwards of 500 users across the US retails environment
· Configured Cisco client VPN software with RSA tokens and Sprint card
· Configured new and provided support for 300+ Blackberry users
· Ghost new and old machines
· Provided daily/weekly ticket queue status to management
· Utilized resources metering staff of interns


	
Desktop Support Technician
	ENDECA TECHNOLOGIES, Cambridge, MA - 04/07-11/08
· Supported and deployed desktop hardware and software, printers, faxes, PC and phones; including moves, etc.
· Remoted onto Users Desktops via LogMeIn Client
· Provided timely responses to Help Desk requests via phone, e-mail or in person
· Consulted appropriate knowledge bases to troubleshoot and resolve various technical problems
· Documented all end user support activity in call tracking software
· Reviewed daily work tickets to address overdue tickets and escalate as necessary
· Participated in the planning and deployment of new and upgraded products
· Maintained logs of all repairs and replacements required, update inventory as needed
· Created and maintained User Accounts with AD 2003


	Systems Administrator

	EONS, INC, Charlestown, MA - 09/06-04/07 (contract position)
· Provided executive level, high-touch support to CEO, CFO, and CIO
· Created and set up users on the Blackberry Server/Goodlink Server
· Imaged machines using Norton Ghost; created images as well as copy Image from Network, Windows XP
· Performed Network Back-up using  Symantec Backup Exec 10.1
· Troubleshot Wireless Connectivity as well as LAN
· Set up and maintained User Accounts through Active Directory


	Jr. Exchange Administrator

	NATICK LABS, Natick, MA - 06/06-09/06 (contract position)
· Created User Accounts in Active Directory/Exchange Administrator 5.5
· Set file permissions for groups and end users
· Started Message Transfer Agent in Exchange, 5.5
· Checked Mailbox size in Exchange, 5.5


	Desktop Support

	FUNDQUEST, Boston, MA - 08/05-06/06
· Performed Network Installation, Windows XP Pro and Office 2003
· Created and maintained documentation and screenshots on all new software, and Helpdesk problems
· Imaged machines using Norton Ghost, Create Image as well as Copy Image from Network, Windows XP Pro
· Conducted Software upgrades including Enterprise Wide remote installation on MS Applications 
· Performed Hardware upgrades including replacing hard drive and slaving hard drives, a add/remove memory, replace LCD Panel on laptop, and swap out keyboards on laptops
· Set up and maintained User Accounts through Active Directory
· Acted as primary resource of Documentation on software/hardware
· Norton Ghost, Create Image as well as copy Image from Network, Windows XP


	Desktop Support

	ACAMBIS, INC, Cambridge, MA  10/03-8/05
· Supported Top Level group of senior executives
· Troubleshoot End Users computers via Desktop Remote
· Acted as primary resource to Lab computers and priority software applications
· Ordered and maintained inventory of hardware and software for the company
· Primary resource of Documentation on software/hardware
· Created and set up new user accounts via Exchange Serer





EDUCATION:			NORTHEASTERN UNIVERSITY, Boston, MA 1997-Present
• Bachelor of Arts, Pending Computer Science Degree


