DIPA KHADKA
Merrylands, NSW 2160 | Open to Relocation Australia-Wide
0452 329 874
dipakhadka735@gmail.com
LinkedIn: https://www.linkedin.com/in/dipa-khadka-47a7382b9

PROFESSIONAL SUMMARY
IT Support Technician with experience delivering Level 1 and Level 2 technical support across a multi-campus environment. Skilled in Microsoft 365 administration, Active Directory user management, Windows desktop support, remote troubleshooting, ticket management, asset management, and end-user support.
Experienced supporting users through phone, email, remote access, and face-to-face interactions while maintaining a strong focus on customer service and problem resolution. Comfortable working across Microsoft technologies, desktop environments, user account administration, device deployment, system maintenance, and technical documentation.
Passionate about technology, continuous learning, and delivering reliable support that enables users to work effectively and confidently.

TECHNICAL SKILLS
Service Desk & End User Support
· Level 1 & Level 2 Technical Support
· Service Desk Operations
· Ticket Management
· Incident Management
· Service Request Management
· End User Support
· Remote Troubleshooting
· Technical Documentation
· Knowledge Base Maintenance
· Customer Service
· User Onboarding & Offboarding
· Asset Management
Microsoft Technologies
· Microsoft 365 Administration
· Exchange Online
· Microsoft Teams
· SharePoint Online
· OneDrive
· Outlook
· Microsoft Entra ID (Azure AD)
· Multi-Factor Authentication (MFA)
Systems Administration
· Active Directory
· User Account Provisioning
· Password Resets
· Group Membership Management
· Access Control & Permissions
· Windows 10 & Windows 11
· Windows Server Fundamentals
· Device Deployment
· Software Installation & Configuration
· System Maintenance
Networking
· TCP/IP
· DNS
· DHCP
· LAN/WAN Fundamentals
· Wi-Fi Troubleshooting
· VPN Connectivity
Devices & Hardware
· Desktop & Laptop Support
· Android Device Support
· iOS Device Support
· Hardware Troubleshooting
· Printer Support
· Peripheral Configuration

PROFESSIONAL EXPERIENCE
ICT Support Technician
TKL College & NAPS College | Sydney NSW
2024 – Present
· Provide Level 1 and Level 2 technical support to staff and users across multiple campuses.
· Deliver support via phone, email, remote access, and face-to-face interactions.
· Manage and update support tickets, ensuring incidents and service requests are accurately recorded, prioritised, and resolved in a timely manner.
· Deliver remote troubleshooting and support to diagnose and resolve Microsoft 365, Windows, hardware, software, connectivity, and user account issues.
· Administer Microsoft 365 including Exchange Online, Teams, SharePoint, OneDrive, and user access management.
· Manage Active Directory user accounts, password resets, permissions, and group memberships.
· Support Windows 10 and Windows 11 desktop and laptop environments.
· Troubleshoot Android and iOS devices, email configuration issues, and connectivity problems.
· Maintain communication with users throughout the support process and provide updates on ticket progress.
· Escalate complex technical issues when required and document troubleshooting activities.
· Assist with asset management activities including tracking IT equipment and maintaining asset records.
· Assist with device deployment, workstation setup, software installation, and user onboarding activities.
· Create and maintain technical documentation, support procedures, and user guides.
· Support software updates, operational maintenance activities, and day-to-day technology requirements.
Key Achievements
· Supported more than 300 staff and users across multiple campuses.
· Managed and resolved a wide range of technical support requests across Microsoft 365, Active Directory, Windows devices, and mobile platforms.
· Contributed to efficient service delivery through effective ticket management, remote troubleshooting, and customer support.
· Assisted in maintaining accurate IT asset records and supporting device deployment activities.

Customer Service & Operations
Retail & Hospitality Industry | Sydney NSW
2021 – 2024
· Delivered high-quality customer service in fast-paced environments.
· Responded to customer enquiries and resolved issues professionally and efficiently.
· Developed strong communication, problem-solving, and relationship-building skills.
· Worked effectively under pressure while managing competing priorities.
· Maintained a positive customer experience while meeting operational requirements.

EDUCATION
Bachelor of Business Information Systems
Australian Institute of Higher Education

CERTIFICATIONS
· Microsoft 365 Fundamentals (MS-900)
· Microsoft Azure Fundamentals (AZ-900)
· CompTIA A+
· CompTIA Network+
· ITIL 4 Foundation
· Google IT Support Professional Certificate

ADDITIONAL INFORMATION
· Working With Children Check
· Open to Relocation Australia-Wide
· Available for Full-Time Employment
· Strong commitment to continuous learning and professional development

