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[bookmark: _5x0d5h95i329]Chris Parackal
Albuquerque, NM 
(916) 220-4378
parackalchris@gmail.com
[bookmark: _dkqhmyu7nww9]Professional Summary: 
[bookmark: _s1rd6m43urc6]Driven IT professional with a strong foundation in computer engineering and expertise in SQL, Python, C++, AWS, and cloud platforms like Cloudtamer. Skilled in troubleshooting and optimizing systems using tools such as Splunk, Jenkins, and ServiceNow. As a Computer Operator at Leidos, I provide troubleshooting, user support, and training to colleagues, strengthening my communication and leadership abilities.
[bookmark: _8htpmsvlywse]
[bookmark: _rs7f20r6bhw5]Currently pursuing an IT degree at WGU and completing CompTIA certifications. Certified Scrum Master and Product Owner through Leidos, with a solid understanding of agile project management. Passionate about problem-solving, simplifying technical concepts, and delivering outstanding user experiences. Focused on continuous improvement and driving innovative IT solutions in dynamic environments.
[bookmark: _f6eyaekyfxft]Core Skills:
· [bookmark: _jb7hlta1nv63]Programming & Tools: SQL, Python, C++, C, JavaScript, Splunk, Jenkins, AWS, Cloudtamer
· [bookmark: _ts2fwb4psasi]Software & Platforms: Microsoft Office Suite, JIRA, Confluence, Camtasia, Active Directory, ServiceNow, OKTA, BeyondTrust, Citrix
· [bookmark: _9jfz311fgar5]Certifications: Leidos Scrum Master, Leidos Product Owner, Comptia A+ Certified
· [bookmark: _hilqlacaqqlv]Technical Expertise: Troubleshooting, problem-solving, training development, customer-focused support
· [bookmark: _n0wnzh4ztp6u]Leadership & Teamwork: Team management, peer collaboration, leadership in technical training and process improvement

[bookmark: _9090erb1v0v4]Experience:
[bookmark: _p3gqinsxxihe]Service Desk Team Lead                                                                                                         
[bookmark: _vah3nxmh5ugb]February 2025 - PRESENT
[bookmark: _hpgsccppmssx]ECIS 2 Contract at Leidos   
· [bookmark: _lugo61g6s91d]Proactively analyze support trends and service gaps to drive process improvements, resulting in faster resolution times and fewer repeat issues.

· [bookmark: _lugo61g6s91d]Own high-priority escalations and executive-level incidents from start to finish, ensuring clear updates and zero surprises for stakeholders.

· [bookmark: _lugo61g6s91d]Mentor and coach team members on both technical troubleshooting and soft skills, strengthening overall team capability and confidence.

· [bookmark: _lugo61g6s91d]Create and maintain new knowledge base articles and internal documentation, reducing onboarding time and improving consistency in support.

· [bookmark: _lugo61g6s91d]Act as the main point of contact for cross-team initiatives, coordinating with engineering, security, and business units to align on solutions and improve user experience.

· [bookmark: _p4lj3o5zstz]Track team performance metrics, provide data-driven feedback, and present service improvement ideas directly to leadership.
[bookmark: _vwiov3htnjs]
[bookmark: _wuoiam8d6yur]Computer Operator                                                                                                          
[bookmark: _l56leifcyats]September 2023 - February 2025
[bookmark: _6l2syklznncb]ECIS 2 Contract at Leidos   
· [bookmark: _9oahlii04jxk]Support the Center for Medicare and Medicaid Services (CMS) IT team, utilizing tools like Active Directory, CXone, Splunk, Jira, and ServiceNow.
· [bookmark: _fge4w51n7aas]Provide troubleshooting, technical support, and user guidance to employees, contractors, and executives, ensuring a high standard of customer service.
· [bookmark: _a08342264qm5]Lead training sessions for new hires, equipping them with essential skills to resolve technical issues, enhance productivity, and ensure smooth onboarding.
· [bookmark: _1vs8jvpsgdkp]Collaborate with other teams to resolve complex issues related to driver updates, network drive mapping, and more.

[bookmark: _t52q1ej66zsg]Student Technical Specialist                                                                                                          
[bookmark: _136zxdv7gtwp]June 2022 - September 2023
[bookmark: _tpsyv83pmfb1]IT Applications at University of New Mexico   
· [bookmark: _s5tli2l8ya16]Developed multimedia and conventional training materials, simplifying complex technical concepts for internal and external stakeholders.
· [bookmark: _prweqrgt896x]Led training development projects from inception to completion, capturing customer needs and ensuring high-quality and timely delivery.
· [bookmark: _fmviouyt5puq]Collaborated with peers to improve internal processes, ensuring continuity in all training and documentation projects.

[bookmark: _9ckx235hohbq]Computer Consultant                                                                                              
[bookmark: _k3oegiuvghpm]February 2022 - June 2022
[bookmark: _4ykaped4rg64]Academic Technologies at The University of New Mexico
· [bookmark: _ppf3t1bmcujp]Provided expert-level troubleshooting and repair services for campus hardware and software, ensuring seamless operations.
· [bookmark: _bair85luqoi8]Delivered customer support through phone, in-person, and remote channels, resolving issues and ensuring high levels of user satisfaction.
[bookmark: _qttiqnuhschn]
Mechanic                                                                             
[bookmark: _5o79g9g7sihe]September 2020 - March 2021
[bookmark: _def09pnwogcz]Folsom Bike Shop
· [bookmark: _adu3d0jmndqt]Provided high-quality bike maintenance and repairs at a top-ranked bike shop, delivering excellent customer service.
· [bookmark: _7nz8ymlu0tje]Worked with customers to ensure satisfaction, addressing questions and offering technical advice during visits.
[bookmark: _sfv05cmoumr]Education
[bookmark: _hwfthbbb78h9]Computer Information Systems (AAS), Cyber Security Concentration
	Central New Mexico Community College | September 2025 – December 2026
[bookmark: _8r1mayphojad]





[bookmark: _e8x67vc7lr1v]Certifications
· [bookmark: _dvhjxqd6tqiu]Leidos Scrum Master Certified
· [bookmark: _dvhjxqd6tqiu]Leidos Product Owner Certified
· [bookmark: _wqwxqq3ig73]CompTIA A+ Certified 
[bookmark: _dvhjxqd6tqiu]
AWARDS
[bookmark: _1dx1n9dkzryd]President’s Award for Academic Achievement (4.0+ GPA)
[bookmark: _vd08dg2t248v]Multiple Academic Excellence Awards (Grades 6-12)
[bookmark: _epssxeoartfc]AP Scholar Award (Passed 3+ AP courses with a score of 3 or higher)
[bookmark: _y7mgzklaecjd] 
REFERENCES
[bookmark: _cix5xu6b9usg]Can provide reference upon request
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