JOHNATHON RUSSELL
IT SERVICE DESK | TECHNICAL SUPPORT
Brisbane, QLD | jruss320@gmail.com | +61 424 280 664
PROFESSIONAL SUMMARY
Level 1 and Level 2 IT professional with experience supporting Windows, macOS, Microsoft 365, end-user devices, applications and networked environments. Also experienced in operational support through incident and service request management, as well as deployment and maintenance of technology, and communication of technical solutions to end-users with varying degrees of technical knowledge.

Combines operational ICT experience with skills in Python, PowerShell, SQL, JavaScript, APIs, and database systems. Able to identify areas of improvement and opportunities to apply development and automation skills to operational problems, including the automation of a repetitive device logging process, and the redevelopment and testing of an internal application.  Currently completing a Bachelor of Business and Information Technology at Queensland University of Technology, with an interest in developing further expertise across enterprise systems, cloud infrastructure and automation.
TECHNICAL CAPABILITIES
Systems & IT Operations: Windows 10/11, macOS, Microsoft 365, SOE deployment, endpoint configuration, hardware and software troubleshooting, printers and peripherals, asset management, incident and request management, networking fundamentals
Automation & Development: Python, PowerShell, Bash, JavaScript, HTML5, Flask, REST APIs, Git/GitHub
Data & Applications: SQL, Microsoft SQL Server, SQLite, database integration, microservices, cloud application development
Microsoft & Enterprise Technologies: Microsoft 365 administration, Entra ID, Azure and Intune exposure, Microsoft security administration
Service Delivery: Technical troubleshooting, incident investigation, documentation, testing, stakeholder communication, customer service, continuous improvement and collaborative problem solving
PROFESSIONAL EXPERIENCE
Service Desk Officer | Anglican Church Grammar School | Mar 2025 - Present
Provide level 1 & 2 operational ICT in a complex school technology environment, providing ICT support to staff and students across Windows, macOS, Microsoft 365, applications, network connectivity, AV systems and end-user infrastructure.

· Determine root cause and resolve hardware, software, and network related incidents, using established procedures for incident resolution and escalating where necessary.
· Manage concurrent incidents and service requests against defined service targets, prioritising issues according to operational impact and maintaining clear communication with users throughout resolution.
· Set up, install, and maintain the organisations SOE, as well as manage user end points, ensuring reliability of organisational technology environment.
· Assist with the large-scale annual 1:1 device recovery and deployment, assist with preparing, configuring, and testing
· Support ICT asset lifecycle activities including device allocation, tracking, recovery, maintenance and coordination of hardware repairs.
· Collaborate with other ICT team members, including systems and security specialists, to investigate issues spanning multiple technology areas and deliver effective service outcomes.
· Provide technical support to staff and students who have different levels of computer literacy skills, converting technical details into understandable advice.

Automation and process improvement
Documented repetitive manual tasks involved in logging laptops under warranty. Developed Python script to automate this process which included retrieving device information via SQL query, and automated communication with stakeholders.
Improved the efficiency of warranty workflows by reducing time spent on repetitive tasks and ensured consistency in reporting for each case.
Utilised programming, scripting, and database knowledge outside of Service Desk duties to find practical solution to an operational problem.

Application redevelopment and testing
· Assisted with re-developing an existing Outlook-based resource booking and ordering application by rebuilding the HTML interface and integrating new and existing form functionality using JavaScript with the underlying database-backed workflow.
· Investigated application behaviour and data flow to ensure information entered through the interface was correctly validated and passed to the existing system.
· Completed functional and end-to-end testing of application behaviour, form validity, and identified errors prior to presenting the application to stakeholders.
· Worked with stakeholders and other technical team members throughout the project, translating operational requirements into practical application improvements.

Private Tutor | EYM Tuition | Feb 2023 - Present
Tutoring High-School students from Year 5-10 in all subjects, and Year 11-12 in Mathematical Methods, English, and Physics. 
Helping and motivating students at their homes to excel in their studies Aided in assignments and brainstormed ideas
Guidance in exam study.

Junior Information Technology Support Officer | Lourdes Hill College | Nov 2019 - Feb 2025
Casual holiday support role completed for approximately two months each year (~10 months total experience).
Unboxing and setting up ~500 laptops with Win11 image and setting up/checking all Microsoft products functioning correctly.
Help Desk role and providing service to students with issues with laptops, creating and updating tickets. Working in a team with the IT Support Staff under the supervision of an IT Support Officer.
Support Officer role providing service to staff with issues involving their desktop setups, relocating offices, and printer issues.
Collaborated with the IT service team in completing our goal.
Laptop repairs inclusive of hardware replacements and basic hardware issues and troubleshooting for software issues.

Advertisement Distributor | Ivehub / Salmat | Apr 2018 - Oct 2019
Prepared, packed and distributed advertising material to local residences twice weekly.
EDUCATION
Bachelor of Business & Information Technology | Queensland University of Technology | Expected Nov 2026
Relevant technical experience:
· Designed and developed applications using Python, JavaScript, SQL, REST APIs and relational databases.
· Developed and integrated services using APIs and database-backed application architectures.
· Worked with containerised application environments and microservice-based architectures.
· Used GitHub for source control and collaborative development.
· Applied testing, troubleshooting and technical problem-solving throughout team-based software projects.
· Collaborated within project teams to deliver technical outcomes against defined requirements and deadlines.

Queensland Certificate of Education | St Joseph's College Gregory Terrace | 2022
ATAR: 89.8
LICENCES & CERTIFICATIONS
Paid Working with Children Check — valid until Dec 2030
 
