ISRAEL SHOWELL

Salisbury, MD | (443) 497-5371 | showellisrael0@gmail.com | LinkedlIn | Professional Page

PROFESSIONAL SUMMARY

Adaptable and experienced I'T Technician with over 4 years supporting organizations across fast-paced, multi-platform environments,
providing remote and on-site support using Windows, macOS, and Linux. Experienced in administering and deploying Cloud and
On-Premises infrastructure, information systems analysis, and documenting workflows to maintain SOPs. Known for calm, clear
communication, thorough documentation, and effective troubleshooting,

EXPERIENCE

Setvice Desk Technician
TidalHealth, Salisbury, MD July 2025 — Current

® Troubleshoot and maintain endpoints across hospital locations on-site and remotely while maintaining HIPAA compliance.

® DProvide remote and on-site support for user endpoints, clinical/business apps (Epic, Citrix), Microsoft Office 365,
MFA /authenticator and Imprivata workflows, peripherals/printers, and network connectivity issues.

® Perform Active Directory administration, including password resets, unlocks, provisioning requests, and enabling/disabling
accounts.

® Resolved 5000+ service tickets through Freshservice, consistently delivering same-day resolutions on 93% of issues and
first-touch resolution on over 95% of inbound calls, while maintaining 96% of CSAT sutveys scored 7-8/8.

® Provide hands-on instruction and training for new Service Desk Technicians to ensure role familiarity and goal completion.

® Triage Epic issues and coordinate same-day escalation to application owners; collaborate with clinicians to document Epic
workflows and create visual guides that standardize troubleshooting for recurring issues.

Volunteer MSL Technical Support & Computer Science Tutor
University of Maryland Eastern Shore, Princess Anne, MD September 2023 — May 2025

® Co-led a 16-week CS program for 150+ students (ages 8—17), teaching Scratch, HTML/CSS, JavaSctipt, and Python.
® Provided technical support for lab environments (Windows, Office 365, browsers, IDEs) and created quick-start checklists.

Undergraduate Computer Science Researcher
University of Maryland Eastern Shore, Princess Anne, MD June 2023 — August 2023

e Investigated flipped-learning approaches for CS courses (204 hours/week); produced weekly briefs and recommendations.

Undergraduate Computer Science Teaching Assistant
University of Maryland Eastern Shore, Princess Anne, MD February 2023 — May 2023

e Declivered 20+ hours/week of 1:1 and group suppott to 30+ students, primarily in C++, including IDE setup and debugging.

National Science Foundation REU Intern
Salisbury University, Salisbury, MD June 2022 — August 2022

® Researched anomaly detection on large datasets (40+ hours/week) using Wireshark, Python, Linux, and MapReduce.

EDUCATION
Bachelor of Science in Computer Science
University of Maryland Eastern Shore, Princess Anne, MD 2021 — 2024 | GPA:3.7/4.0
CERTIFICATIONS

® CompTIA Security+ SY0-701

® Microsoft Certified: Azure Administrator Associate AZ-104 (Near Completion)

CORE SKILLS

e Systems & Platforms: Azure | Active Directory and Microsoft Entra | Windows | Linux | macOS | Office 365 | Citrix
® IT Operations & Security: ITOps | Cloud Administration | Information & Data Security | Freshservice | SOPs

® Networking & Endpoints: Virtual Networks | VMs | Network Troubleshooting | Endpoint Configuration | Patching
e ITSM & Support Tools: Microsoft Teams | Zoom | Cisco | Webex | Remote Support/Screen-Shate

® Scripting & Automation: Python, Java, JavaScript, HTML, CSS, Bash, PowerShell, Azure CLI, and Azure PowerShell
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