EMAN BUTT

Technical Support Analyst | Enterprise Applications & Infrastructure
Kitchener, ON | 647-564-7112 | ebutt8991@gmail.com | LinkedIn

PROFESSIONAL SUMMARY

Technical Support Analyst with 5+ years of experience delivering Tier 1-3 support for enterprise applications and end-user environments.
Proven ability to troubleshoot complex application, operating system, and hardware issues while delivering reliable, customer-focused
support in fast-paced IT environments. Experienced in supporting Microsoft Exchange, Active Directory, VPN connectivity, and
network-related issues across Windows, macOS, and Linux. Strong foundation in root cause analysis, log investigation, and collaborating
with engineering teams to resolve production issues. Background in Software Development (C#, SQL, ASP.NET) enables effective
troubleshooting across application and infrastructure layers.

TECHNICAL SKILLS

Operating Systems: Windows 10/11, Windows Server (2012—2022), macOS, Linux, iOS, Android

Enterprise Technologies: Microsoft Exchange, Active Directory, SCCM, Veeam, Veritas Backup Exec

Tools & Platforms: BMC Remedy, Jira, HP OpenView, LiveAgent, Git

Networking & Connectivity: LAN/WLAN Troubleshooting, VPN Connectivity, Firewall Troubleshooting, Kemp LoadMaster

Support & Infrastructure: Enterprise Application Support, End-User Support, Remote Support, Backup & Disaster
Recovery

Programming & Scripting: PowerShell, C#, SQL, JavaScript, Java, ASP.NET

PROFESSIONAL EXPERIENCE
Technical Support Analyst
Messageware Incorporated | Mississauga, ON | Apr 2021 — Present | Hybrid

 Provided Tier 1, Tier 2, and Tier 3 support for enterprise applications and IT infrastructure, serving as an escalation point for complex
incidents

« Investigated and reproduced application and system issues in production environments, performing root cause analysis and delivering
timely resolutions or escalations

 Collaborated with engineering teams by providing detailed issue analysis, reproduction steps, and technical context to accelerate
resolution of complex issues

* Delivered customer training sessions during trial installations, configurations, and product rollouts

» Performed system patching, upgrades, and release testing, validating system behavior and identifying issues before deployment

* Wrote and executed SQL queries to support troubleshooting, data validation, and reporting needs

« Created detailed technical documentation, knowledge base articles, and process improvement guides

» Analyzed logs, system behavior, and configuration data to diagnose and resolve complex application and infrastructure issues

IT — Technical Support (Co-op)
Moen Incorporated | Oakville, ON | Apr 2020 — Sep 2020 | Hybrid

 Provided Level 1 desktop and end-user support to users across Canada and Latin America, assisting with hardware, software, and
OS issues
 Deployed, configured, and prepared PCs and laptops for new employee onboarding
* Troubleshot Microsoft Office applications, Windows OS, and common application-related issues
» Documented resolved issues and followed established IT support procedures and escalation processes
Technology Service Centre Analyst (Co-op)
Region of Peel | Mississauga, ON | Aug 2019 — Jan 2020 | On-site
» Handled and completed 750+ IT service tickets, offering in-person and remote troubleshooting across multiple Peel locations
» Administered Active Directory accounts, including user provisioning, access control, and permission updates
« Delivered customer-focused support while adhering to IT policies, security standards, and service-level expectations
OTWA Network Operations Centre Specialist — NOC (Co-op)
Rogers Communications | Brampton, ON | Jan 2019 — Apr 2019 | On-site
» Gained hands-on experience in Network Operations Centre workflows and monitoring protocols
« Created and managed tickets for network issues using BMC Remedy, ensuring accurate tracking and timely resolution
» Monitored network alerts and system notifications, escalating issues to senior engineers as required

EDUCATION

Bachelor of Technology in Software Engineering Technology (In Progress)

McMaster University — W Booth School of Engineering, Hamilton, ON | May 2026 — Dec 2027

Advanced Diploma in Computer Systems Technology: Software Development & Network Engineering
Sheridan College — Brampton, ON | Jan 2018 — Dec 2020


https://www.linkedin.com/in/eman-butt/

