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Professional Summary

MSP IT Support Technician supporting healthcare and business clients in a high-volume service desk environment
with continuous inbound calls, concurrent remote sessions, and a demanding ticket queue. Troubleshoots Windows
endpoints, Microsoft 365, Active Directory, Microsoft Entra ID (Azure AD), specialized applications, endpoint
security, peripherals, and network connectivity. Maintains incident ownership through structured diagnostics, detailed
documentation, vendor coordination, escalation, and clear technical handoffs.

Technical Skills

Microsoft 365 & Identity Administration: Outlook, Teams, Office applications, Active Directory, Microsoft Entra
ID (Azure AD), account access, password resets, MFA, groups, permissions, licenses, shared mailboxes, and
onboarding/offboarding

Endpoint & Desktop Support: Windows 10/11, workstation setup, user profiles, printers, scanners, monitors, audio
and USB devices, imaging systems, and signature devices

MSP & Remote Support: ScreenConnect, ConnectWise workflows, ConnectWise Automate, IT Glue, remote
diagnostics, ticket triage, queue management, and escalation documentation

Application & Security Support: Healthcare and business applications, authentication, permissions, licensing,
connectivity, SentinelOne alert review, endpoint status validation, and antivirus/EDR review

Networking Fundamentals: TCP/IP, DNS, DHCP, Wi-Fi, VPN, IP configuration, link-state checks, switch-port
review, and firewall interface validation

Professional Experience

IT Support Technician Feb 2026-Present
Xceltek, Tulsa, OK
» Manage a high-volume MSP workload involving continuous inbound calls, concurrent remote sessions, ticket
triage, client follow-ups, and 50+ daily ticket actions across healthcare and business environments.
» Administer Microsoft 365, Active Directory, and Microsoft Entra ID requests involving onboarding/offboarding,
account access, password resets, MFA, groups, permissions, licenses, shared mailboxes, and sign-in issues.
 Troubleshoot Windows 10/11, Outlook, Office, VPN, DNS, Wi-Fi, printers, scanners, monitors, audio and USB
devices, user profiles, workstation readiness, and connectivity issues; review switch-port and firewall interface
settings while isolating network-path failures.
» Diagnose specialized healthcare and business application issues involving imaging platforms, practice-management
software, authentication, permissions, licensing, connectivity, application bridges, and peripheral communication.
» Review SentinelOne and antivirus activity, validate alerts and endpoint status, document technical findings, and
coordinate vendor or higher-tier review when further investigation is required.
« Own incidents through resolution or escalation by reproducing symptoms, testing likely causes, documenting
results, communicating with users and vendors, and providing clear technical handoffs.
IT Support Technician (Contract) Jan 2024—-May 2024
BlaBlaCar, France
» Prepared, reset, and validated Windows workstations for deployment, confirming device configuration, login
access, core application readiness, and end-user handoff.
* Resolved first-line workstation and account issues, documented completed checks and outcomes, and escalated
unresolved problems with concise technical context.

Education
Bachelor of Science in Business Computing ITBS, Nabeul, Tunisia

Certification
Microsoft Certified: Power Bl Data Analyst Associate (PL-300)

Languages
English, French, Arabic
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