
ROBERT SMITH
Lead Help Desk Technician

info@qwikresume.com | LinkedIn Profile | Qwikresume.com

Experienced and knowledgeable Lead Help Desk Technician seeking to contribute 
training and acquired skills. Works well independently, or in a group, setting 
providing all facets of computer support such as troubleshooting, installations, and 
maintenance. In-depth knowledge and understanding of numerous software 
packages and operating systems.  To be a part of leading and growth-oriented 
company. Seeking an excellent position commensurate with my skills with a well-
developed organization where I can utilize my knowledge and skills. 

EXPERIENCE

Lead Help Desk Technician
ABC Corporation - 2010 – PRESENT

 Maintaining, inputting, assigning, resolving, verifying and closing 
trouble tickets for 6k users on little rock air force base.

 Providing comprehensive information technology systems supporting 
little rock air force base.

 Assisting CSTS in the operation, repair, and configuration of 
information systems and supporting software.

 Performing software and hardware task functions to include 
installation, removal, modification, and maintenance.

 Collecting/troubleshooting cell phone and Blackberry devices and 
provides customer service to 400+ personal wireless communications
systems accounts.

 Documenting automated information system trends, 
managing/reviewing Notams, developing and maintaining base 
communication plan.

 Monitoring air traffic control/landing systems maintenance of $13.8m 
assets.

IT Help Desk Technician 
ABC Corporation - 2008 – 2010

 Answered, evaluated and prioritized incoming calls, voice mail, e-
mail, and in-person requests for assistance from users experiencing 
problems with hardware, software, and other computer-related 
technologies.

 Followed proper IT processes based on incidents, requests, and 
problems.

 Assisted users by answering questions regarding common 
applications used in the practice.

 Interviewed &quot;customers&quot; to collect information about the 
reported problem and directs customers through diagnostic 
procedures to determine the source of the problem.

 Handled problem recognition, research, isolation of potential causes, 
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resolution, and follow-up.
 Based on customer information, made an initial determination as to 

whether the issue is a result of hardware, software or customer 
problems.

 Provided a resolution to the customers reported the problem or 
assigned the problem to other members of the support team as 
appropriate.

EDUCATION

 Air Force - (Voice Network Systems Technical School - Little Rock AFB, 
AR)High School Diploma in General Studies - 2000(Liberty High School - 
Henderson, NV)Computer Science I - (Cisco Systems Networking 
Academy)

SKILLS

Networking Basics Knowledge, Computer Repair/Maintenance, Customer Service, 
Help Desk, VoIP, Watchguard VPN
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