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Email: nguyenandy770@gmail.com | Phone: (408)712-3221 |
LinkedIn: https://www.linkedin.com/in/anh-truong-nguyen/
Summary
IT Support & Cybersecurity professional with 5+ years of experience across education, enterprise, and high-tech environments. Proven record of scaling IT operations, leading multi-site support, and implementing security and asset management solutions. Strong communicator skilled at solving technical issues while delivering excellent user experiences.
SKILLS & CERTIFICATION
· End-User & Systems Support: Google Workspace, macOS/Windows/iOS, JAMF Pro (MDM), Active Directory 
· Web & CMS Troubleshooting: WordPress, HTML/CSS/JavaScript, Apache/Nginx, MySQL
· IT Operations & Infrastructure: VMware ESXi, Palo Alto Networks firewalls, Linux/Bash, DNS/SSL/TLS · Device lifecycle management
· Security & Compliance: MFA, endpoint hardening, user access controls, ITIL practices
· Collaboration: Knowledge-base writing, cross-team escalation, vendor/stakeholder management
· Certifications: CompTIA A, Palo Alto Networks Cybersecurity Specialization, Google IT Support Professional Certificate, ITIL v4
Work Experience
Computer Support Specialist II -Palo Alto Unified School District – Palo Alto, CA - Feb 2024 – Present
· Primary IT lead for 2 elementary schools (~800 students and staff), while providing district-wide coverage when needed.
· Manage 3,000+ student and staff devices (MacBooks, iPads, Apple TVs, Extron A/V systems) using JAMF Pro (MDM) for deployment and IncidentIQ for ticketing and asset management.
· Lead hardware refresh cycles and coordinate procurement with district IT managers.
· Deliver Tier 2/3 troubleshooting and diagnostics, cutting ticket escalations by 30%.
· Train teachers and staff on device best practices, improving adoption, and lowering repeat issues.
Technical Support Specialist - Infineon Technologies – San Jose, CA- Dec 2022 – Feb 2024
· Handled 500+ monthly incidents for 1,000+ global users, ensuring SLA compliance via Remedy CRM.
· Improved IT documentation and knowledge base, cutting repeat issues.
Technical Support Engineer -Palo Alto Networks – San Jose, CA- Aug 2021 – Aug 2022
· Resolved 98% of Level 2 support cases without escalation, maintaining 95%+ satisfaction.
· Supported VMware ESXi, Linux systems, and Palo Alto Firewalls (7000/5000/3000 series).
· Achieved 153% case closure target; built tools to streamline troubleshooting.
Technical Support Specialist -Diocese of San Jose – San Jose, CA- May 2021 – Aug 2021
· Supported 300+ IT assets and managed user accounts in Active Directory.
· Achieved 130% case closure rate and 92% satisfaction.
Technical Support Specialist -City of San Jose – San Jose, CA- Sep 2020 – Apr 2021
· Delivered IT support to 300 staff across 3 departments.
· Deployed 200+ PCs and 150+ security updates, boosting productivity by 30%. 
Education - Capella University – B.S., Cybersecurity & Information Assurance 



