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 Samantha Johns | IT Support Analyst 

Location: xxxxxxx 
Telephone: 0707070707 

Email: xxxxxxxxx 

Professional Profile 

‘Accomplished IT Support Analyst with a background in 1st & 2nd line IT support provision across public and 
private sector organisations as well extensive infrastructure project experience’ 

 
With broad ranging IT support experience coupled with a robust understanding of IT Infrastructure and 
environments within large organisations, I confidently deliver support solutions that ensure optimal levels of 
IT service performance and swift resolution of issues and queries.  Highly qualified with numerous Cisco and 
Microsoft certifications, I possess a deep technical knowledge across business systems including hardware, 
software, networking and change methodology. 

Core Skills 

• Software & Hardware Troubleshooting  
• Cisco CCNA, CCNP and ITIL Certified 
• MCTIP Windows Server Qualified 
• SLA’s (Service Level Agreements)  
• Windows Environments 

• Server Performance Management 
• Firewall and IT Security Management 
• On-site and Remote Support 
• Infrastructure Project Support  
• Call Log Management 

Career Summary 

Dec 2014 – Feb 2015 Company 
   IT Helpdesk Analyst 
Outline 
Reporting to the UK IT Manager, providing 1st and 2nd line IT Support for 100 internal company users at our 
London office and supporting ongoing IT change projects  
 
Key Responsibilities 

• Identify user issues, diagnosing problems and delivering workable solutions via phone, email or desk 
• Ensuring that all user issues resolved with agreed service level time frames 
• Exceeding end user expectations through professional customer service and rapport building 
• Overseeing the installation of hardware and software including printers, PC’s and OS’s 
• Troubleshooting networks hardware and ensuring that network performance remains optimal 
• Managing access and assigning appropriate permissions to ensure security of information 
• Supporting a range of devices from laptops and desktops to printers and smartphones 
• Providing support for Apple devices including Apple Desktops, MacBooks and iPhones 
• Troubleshooting software including Microsoft Office Suites 2007/2010, Active Directory, Windows 7, 

Windows Exchange 2010, Windows server 2008 R2 
• Accurately maintaining call logs for communication, audit purposes and process improvement 
• Providing regular reports to the business and communicating with key stakeholders 

 
Key Achievements  

• Successfully project managed a relocation programme of 20 staff member 
• Resolved 96% of IT issues within SLA time frames 

 
Aug 2014 – Oct 2014 Company 
   IT Service Desk Analyst 
Outline 
Reporting to the IT Service Desk Manager, I supported a diverse range of end users including students, 
academics and university administrative, facilities and security staff.  
 
Key Responsibilities  

• Delivered full IT support across Windows 7 and Windows Server environments 
• Ensured that all backups were carried out and that all data was safe and secure 
• Performed customer follow-ups to ensure that IT issues had been resolved to their satisfaction 
• Highlighted trends and recurring support issues and advised helpdesk supervisor of problems 
• Liaised with helpdesk team and collaborated with IT department to resolve university-wide issues 
• Performed troubleshooting of MS Office, Windows 7 and Windows Server 2008 issues  
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Jan 2014 – Date Company 
   Volunteer IT Support Technician 
Outline 
Utilising my certifications and implementing various methodologies, I provided full IT support and assistance 
on various IT upgrade projects.   
 
Key Responsibilities 

• Delivered complete Hardware and software support for desktop and laptops 
• Performed Hardware installations including configuring and rolling out upgrades 
• Upgraded existing IT infrastructure including the implementation of system security enhancements 

 
 
May 2013 – Jul 2013 Company 
   IT Desktop Support Engineer 
Outline 
Reporting directly to the Software Support Manager, I provided accurate and timely Trade Floor support in 
the Windows XP environment, facilitating effective solutions that ensured systems worked at optimal levels.   
 
 
Aug 2011 – Mar 2013 Company 
   IT Support Technician / Volunteer IT Administrator 
Outline 
Provided 1st and 2nd line support for this busy office including the maintenance of desktops, laptops, 
smartphones and peripherals.   
 
 
Jun 2010 – Mar 2011 Company 
   Computer Sales Technician 
 
Feb 2010 – Apr 2010 Company 
   Market Research Operator 
 
Dec 2008 – Dec 2009 Company 
   Volunteering and Travelling 
 
Jun 2007 – Sep 2008 Company  
   Sales Assistant 

 
Education, Vocational Qualifications & Training 

 Cisco CCNA – Passed (2014)  
 Cisco CCNP – Current  
 Cisco ASA Firewall – Pending  
 Checkpoint Firewall – Pending  
 VMware VCP – Pending  
 ITIL – Pending  
 City & Guilds Level 4 Diploma in ICT Systems & Principles for IT Professionals (2014) 
 MCTIP – Windows Server 2008 Enterprise Administrator (2012) 
 City & Guilds Level 3 Diploma in ICT Systems & Principles for IT Professionals (2012) 
 City & Guilds Level 2 Certificate in Adult Literacy (2012) 
 BTEC National Certificate for IT Practitioners with Double Merit Pass (2005 – 2008)  

 

Technical Knowledge 
 Cisco Systems 
 Windows Server 
 Firewall Management 
 Networking & Cabling 

 Active Directory 
 Desktops/Laptops 
 Printers 
 System performance 

 
 
 
 
 

References available on request 
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