Kyron D. Mack

HIGHLIGHTS OF QUALIFICATIONS

· A+ Certified PC technician with over 10,000 hours of experience
· Six years experience as a Navy Information Systems Technician

· Strong team building and management skills

· Successful in learning and supporting new systems and methods

· HP Certified for repair of HP machines                           
WORK EXPERIENCE

Field Support Technician (Contractor )     
Mar 2010 to Jun 2011
Dell/SOG – Atlanta, GA                                  
Responsibilities:
· Basic Windows troubleshooting. 
· Execute service delivery by performing: PC break-fix, Desk Side support, installs, moves, adds, changes, according to Managed Client Policy & Procedure Guide. 
· Coordinate with Client End User on expectations and availability to conduct Managed Client Services.
· Identify potential issues that could adversely influence End User experience and follows through on action steps. 
· Utilize advanced tools / technical knowledge to remediate customer problems and conduct scheduled installs. 
· Escalate to Field Services Management on issues that affect the entire operation at a given site.
· Configuring and troubleshooting Cisco equipment using Cisco IOS
· A full range of PC and User support function for all computer hardware and software to include setup, maintenance, and troubleshooting of networked printers and multifunction devices such as Cannon, Konica, and Xerox Multifunction machines. 

Independent IT Consultant                               
Feb 2009 to Present

Community Builders – Atlanta, Georgia
Responsibilities:
· A full range of PC and User support function for all computer hardware and software for upstart Non-Profit Organizations
· Providing end user support, training, installs, moves, additions, and changes to home and small office networks
· Coordinating vendor repair for a small office environments.
· Server updates, repairs and backups in a Windows 2003 environment.
· Training and mentoring at risk teens in basic computer application usage and repair

Solution Center Analyst                               
Aug 2008 to Feb 2009

Children’s Healthcare of Atlanta – Atlanta, Georgia
Responsibilities:
· A full range of PC and User support function for all computer hardware and software. 
· Providing end user support, training, account management of network credentials in a healthcare environment
· Server updates, repairs and backups in a Windows 2003 environment.
· Shadowing and resolving user issues in medical charting and billing software remotely via Citrix Presentation Server 
· Insuring proper permissions are granted to trained personnel for medical charting and billing.
· Provide training on proper log in procedures in a Citrix environment.

Help Desk Specialist (Contractor)                               
Jul 2006 to Jun 2008

Army Forces Command – Atlanta, Georgia
Responsibilities:
· A full range of PC and User support function for all computer hardware and software. 
· Providing Help Desk, end user support, end user training, installs, moves, additions, and changes support using remote tools, and serving as a Floor Technician
· All services and support related to the FORSCOM network (FORSNET) and associated systems, remote sites, and interfacing Department of the Army (DA), Department of Defense (DoD), and other federal and joint systems.
· Sole point of contact in the management, creation, deletion of customer Active Directory and Microsoft Exchange accounts.
· Administer support to remote and local users with removing, re-adding, and creating DHCP Reservations and Computer accounts within Active Directory on the Domain on both Secure, and Non-Secure networks.
· During the rapid mitigation of the FORSCOM network served as Help Desk Team Lead  responsible for  fielding trouble calls for both old and new network users and for the re-image and return of over  3,000 customer Laptops and desktops. This mitigation to place seamlessly over two months.

Technical Support Specialist                                           
Nov 2005 to Feb 2006
Interact Public Safety Systems – Decatur, GA

Responsibilities:
· Help Desk Specialist providing first and second level computer software and hardware support for customer user community.  
· Responsible for answering inbound calls, opening trouble tickets, assigning appropriate priority and resolving tickets as assigned.
Technical Support Specialist – Bremerton, WA 
Oct 1999 to Aug 2005

U.S. Navy - Information Systems Technician Second Class

SKILLS

· Operating Systems / Software:  Windows 95/98, Windows NT Workstation/Server, Windows 2000 Workstation/Server, Windows XP, Windows 2003 Server, Windows Exchange Server, SQL Server, Active Directory, File/Print/Domain servers, Lotus Notes, EPIC, Cisco, and multiple versions of Microsoft Office
· Hardware:  Install, configure and troubleshoot desktops, servers, laptops, power supplies, memory, hard drives, floppy drives, Cisco Phones, and networked printers.

· Network Protocols/ Web tools: TCP/IP, Web Caching, IP Multicasting services, Wireless Networking, Dial-up, DSL, Internet Access, Video Internet streaming services
· Remote Access Clients: Cisco VPN, RAS, SMS, PC Anywhere, Citrix Remote Access Services
· Mobile devices: RIM Blackberry and Palm

AWARDS

· Certificate of Achievement                                                            2006

      Commander HQ Command, Fort McPherson, GA 

EDUCATION

U.S. Navy                                                                                Oct 1999 to Aug 2005                

            Specialized Training: Computer Applications, Microcomputer Networks, 

            Network Installation and Maintenance, CompTia A+ Certification    

Vincennes University                                                              Dec 2003 to Jan 2005

           Microsoft Certified Systems Engineer Training Course (MCSE)

Strayer University                                                                   Oct 2007 to Aug 2009

           Bachelors of Science in Information Technology Program

(110 credit hours completed)

ITT Technical Institute                                                           Aug 2009 to Present
           Bachelors of Science in Information Technology

(Expected Graduation Date June 2012)



