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PROFESSIONAL SUMMARY 

An adaptable, hands-on individual with experience supporting enterprise users across multiple business units in fast-

paced, SLA-driven environments. Demonstrates strong troubleshooting, analytical thinking, communication, and 

problem-solving abilities, with a focus on reliable service delivery, secure IT operations, and continuous professional 

development. 

CORE TECHNICAL SKILLS 

Systems & Endpoint 

Administration 

Windows Server; Windows 10/11; workstation setup and troubleshooting; software 

installation; patching support; printer/peripheral support; remote support; 

PowerShell/CMD; Linux CLI. 

Microsoft 365 & Identity Microsoft 365 Admin Center; Active Directory; Microsoft Entra ID; user provisioning; 

onboarding/offboarding; password resets; groups; permissions; mailbox and access 

requests; least-privilege concepts. 

Networking & Connectivity TCP/IP; IP addressing; DNS; DHCP; Wi-Fi; LAN/WAN troubleshooting; VPN concepts; 

VoIP; network service validation; Wireshark and tcpdump basics. 

Security & Endpoint 

Protection 

Microsoft Defender and antivirus monitoring; endpoint protection; access control; 

password hygiene; baseline hardening; vulnerability-management concepts; incident 

documentation and escalation. 

Operations & 

Documentation 

Ticket logging, tracking and escalation; SLA support; knowledge base/SOP 

documentation; asset/inventory support; vendor coordination; audit-ready notes; 

analytical troubleshooting and workload prioritization. 

Recovery & Cloud 

Fundamentals 

Backup/recovery concepts; VMware snapshots; system restore planning; Microsoft Azure 

fundamentals training; cloud-based services and endpoint-security concepts. 

EDUCATION 

BSc in Computer Science - London Metropolitan University | 2022 

CERTIFICATIONS & PROFESSIONAL DEVELOPMENT 

• Cyber Defense Technician (CDT) - 2026 | Verify Credential 

• Fortinet Certified Associate in Cybersecurity - 2025 

• Google Cybersecurity Professional Certificate - 2024 

• Microsoft Azure Fundamentals - Internal Training - 2024 

• ISC2 Certified in Cybersecurity (CC) - 2023 

• EC-Council Network Defence Essentials (NDE) - 2023 

PROFESSIONAL EXPERIENCE 

Service Desk Analyst 
Bermudez Group Limited  |  Oct 2023 - Present 

• Provide first- and second-line technical support across eight operating companies (OPCOs), supporting Microsoft 365, 

Active Directory, Entra ID, Windows endpoints, printers, business applications, connectivity and user access issues. 

• Administer user and access requests including provisioning, onboarding/offboarding support, password resets, group 

membership changes, mailbox access and permission updates in accordance with internal approval procedures. 

• Troubleshoot hardware, software, authentication, email, endpoint and network-connectivity issues; record actions, 

findings, resolution steps and escalation notes in the service desk system. 

• Support endpoint configuration and security through patching assistance, Microsoft Defender and antivirus review, 

Group Policy-related troubleshooting, application setup and secure workstation support. 

• Log, track, prioritize and escalate support requests while maintaining SLA-focused communication with users, 

infrastructure teams, vendors and business stakeholders. 

• Maintain technical documentation, troubleshooting notes and knowledge-base information to support repeatable 

processes, handovers, audit readiness and consistent service delivery. 
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FTTH Technical Support Technician, Tier 1 & Tier 2 
Digicel Trinidad and Tobago Ltd.  |  Aug 2017 - Jun 2023 

• Provided high-volume technical support for broadband, VoIP, customer-premises equipment and network service 

issues in an SLA-driven environment. 

• Troubleshot connectivity using IP addressing, DNS symptoms, modem/router status, signal and service validation, 

outage checks and structured remote-support procedures. 

• Escalated complex incidents to network operations, field teams and internal support groups with clear case notes, 

customer updates and handover details. 

• Identified recurring service-impacting patterns, documented symptoms and coordinated with internal teams to support 

efficient service restoration. 

IT Technician 

Matthews' Air Conditioning | Nov 2012 - Aug 2017 

• Installed, configured and supported desktops, laptops, printers, local applications and basic network devices for 

business users. 

• Performed first-line troubleshooting for hardware, software, connectivity and peripheral issues. 

• Maintained hardware/software inventory and documented recurring technical issues to improve support continuity. 

SELECTED SYSTEMS ADMINISTRATION & SECURITY PROJECTS 

Windows Enterprise Administration & Security Lab 

• Built and administered a Windows Server Active Directory environment with AD DS, DNS, DHCP, Group Policy, 

Windows clients, user/group management, permissions and access-control testing. 

• Implemented and validated a two-way transitive forest trust between TT.WI.LOCAL and BB.WI.LOCAL, including DNS 

troubleshooting, conditional forwarding, trust verification and cross-domain authentication. 

• Practiced helpdesk delegation, policy enforcement, domain troubleshooting and enterprise documentation using 

PowerShell and native Windows administration tools. 

Ubuntu Application Server Secure Baseline & Recovery - 2026 

• Administered and hardened an Ubuntu 24.04 application server in VMware: hostname and network configuration, 

package updates, repository trust correction, UFW firewalling, OpenSSH hardening and automatic security updates. 

• Recovered safely from a GRUB bootloader configuration issue, validated the upgraded kernel, corrected Netplan 

interface configuration, verified DNS/default-route health and created VMware recovery snapshots. 

• Documented system inventory, validation evidence, residual risks and recovery recommendations using a structured change-

and-test workflow. 

Security Operations, Monitoring & Vulnerability Management Lab 

• Used Splunk, Security Onion, Elastic/Kibana, Wireshark and tcpdump to review alerts, network activity and simulated 

security events, reinforcing monitoring, troubleshooting and incident-escalation skills. 

• Practiced vulnerability-management, endpoint-hardening, access-control, patching and reporting concepts applicable 

to day-to-day systems administration and cybersecurity support. 


