Miles A. Klass
New York, NY 10028
917-974-6023| miles.klass@gmail.com

Education
Hofstra University, Hempstead, NY						                                                      	      
Frank G. Zarb School of Business
Honors/Awards: Dean’s Business Scholars Program, Dean’s list:3 years, Provost list:2 years, Delta Alpha Pi (Honor Society), Beta Gamma Sigma
Bachelor of Business Administration in Information Systems; GPA: 3.87	                                             	          September 2020- December 2023
Master of Business Administration in Cybersecurity Mgt & Policy; GPA: 3.93              			         December 2023 – December 2024

Work Experience
Queens County District Attorney’s Office, Kew Gardens, NY						               June 2025 – Present
Service Desk Analyst
· Deliver Tier 1 and Tier 2 technical support through phone, email, remote support tools, and in-person assistance, resolving hardware and software issues.
· Triage, prioritize, document, and resolve incidents and service requests while escalating complex issues to network and system administrators.
· Administer user accounts, password resets, account lockouts, shared drive permissions, and voicemail PIN management within QDA.
· Administer Cisco phone and voicemail services, including extension changes, user provisioning, and troubleshooting handset and voicemail functionality.
· Prepare, image, configure, deploy, and maintain desktops, laptops, and peripheral devices utilizing enterprise endpoint management tools.
· Diagnose endpoint issues using MECM and CMPivot to identify and remediate hardware and software problems.
· Administer Webjet Admin by performing advanced troubleshooting and maintenance HP printers, including toner replacement, transfer kits, maintenance kits, rollers, and fuser assemblies.
· Troubleshoot website access, network connectivity, and application-related issues while coordinating with internal technical teams and external vendors.
· Coordinate workstation relocations, cabling, equipment moves, and post-move validation to ensure operational readiness.
· Recover and restore data from shared network drives and troubleshoot access and permission-related issues.
· Train end users on enterprise applications to improve productivity and adoption (Box, CaseGuard, Pulse VPN, etc.).
· Create and maintain technical documentation and knowledge-sharing resources to support service delivery and operational efficiency.
· Support multimedia technologies and assist with audio/video troubleshooting for redactions.
· Resolve over 170 service tickets per month while consistently meeting service-level expectations.

Infillion, New York, NY										           June 2023 – June 2025
IT Support Technician
· Onboarded/offboarded employees; managed user accounts on AD, Google Suite, Slack, Asana, and JumpCloud.
· Proficiently wiped and reimaged various Mac models (Mac mini, MacBook Pro/Air, iPads).
· Diagnosed and resolved hardware/software issues, including computer applications, Zoom rooms, and printers.
· Set up computers for new employees (MacBook Air, MacBook Pro, Windows devices).
· Troubleshot hardware/software problems in person and remotely via Zoom.
· Managed incoming service tickets up to 20 daily tickets using Freshservice, enhancing IT operations.
· Created knowledge-based articles for helpdesk troubleshooting.
· Configured and optimized audiovisual equipment for the office podcast studio.
· Installed Wi-Fi Access Points to balance network loads

CMIT Solutions, New York, NY									      January 2024 – June 2024
Technician (IT/Managed Service Provider)
· Deployed monitors, laptops, desktops, servers, and switches at client offices.
· Prepared laptops and desktops for incoming and outgoing users.
· Implemented and managed backup and recovery solutions, ensuring data integrity and security for clients.
· Conducted comprehensive hardware diagnostics and repairs, reducing downtime for client operations.
· Provided detailed technical support and guidance to clients, improving their overall IT infrastructure.

Campus Involvement
Zarb School of Business Core Skills Lab, Hofstra University, Hempstead, NY				      April 2023 – August 2023
Student Assistant
· Assisted students with virtual reality equipment and software.
· Maintained lab computers, performed software updates, and troubleshooted issues.
· Managed the lab event calendar, setting dates, and handling registrations.
· Researched emerging technologies useful for career skills preparation.

Skills
· Active Directory, Okta, OneLogin, Google Admin, Jumpcloud, Freshservice, Asana Admin, Dropbox Admin, Office 365 Suite Admin (Word, PowerPoint, Excel), MECM, CUCM, Outlook, Ivanti, Box, Webjet Admin
