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PROFESSIONAL SUMMARY

IT infrastructure and support professional with 5+ years of experience across Microsoft 365 administration, Azure environments, 
endpoint security, and enterprise service desk operations. Currently L2 Support Engineer and Service Desk Co-Leader at Techants 
Solutions, coordinating infrastructure support for 2,500+ endpoints and 1,100+ security assets across a diverse portfolio of client 
environments. Experienced in escalation management, business continuity/disaster recovery (BCDR) reporting, and training and 
mentoring service desk staff. Actively building automation and agentic AI workflows to streamline IT operations, including a self-hosted 
AI assistant with tool-calling and browser automation. Now pursuing growth into systems administration and cloud infrastructure roles.

TECHNICAL SKILLS

Cloud & Identity: Microsoft 365 Administration, Microsoft Azure, Entra ID (Azure AD), Exchange Online, Microsoft Intune
Infrastructure: Windows Server, Hyper-V, Active Directory, DNS & Networking, Datto BCDR, Datto RMM, Endpoint & Antivirus Security
Operations: Incident & Escalation Management, Service Desk Leadership & Staff Training, IT Documentation & SOPs, Client/Stakeholder 
Communication
Automation: Python & Bash scripting, LLM/agentic workflow automation, self-hosted AI deployment

PROFESSIONAL EXPERIENCE

Techants Solutions Pty Ltd Oct 2022 – Present
L2 Support Engineer & Service Desk Co-Leader
• Led delivery and technical coordination for 25+ enterprise IT projects across diverse client environments, and collaborated on 5+ 

additional large-scale rollouts.
• Managed monthly maintenance and monitoring across 2,500+ endpoints and administered antivirus/endpoint security for 1,100+ 

devices.
• Co-led a 10+ member Service Desk team, training and evaluating L1 staff on new systems, tools, and escalation handling.
• Delivered quarterly BCDR reports and deployed backup/disaster-recovery agents across client endpoints; maintained SDO 

compliance.
• Sustained customer satisfaction above 90% while managing complex escalations across multiple concurrent client accounts.

Cobait Dhaka 2021 – 2022
Jr. Support Engineer
• Served as first point of contact for client calls, troubleshooting technical issues and resolving inquiries in a fast-paced, high-ticket-

volume environment.
• Diagnosed and resolved application-level technical issues across managed customer accounts.
• Administered client server infrastructure and maintained server data backup processes.

AQSBD 2020
Information Technology Executive
• Digitized outdated manual systems and led infrastructure documentation and process improvements.
• Streamlined internal communication systems and IT support processes for the organization.

PROJECTS

Hermes — Self-Hosted AI Assistant (Personal Project) Feb 2026 – Present
• Built and self-host an AI agent with tool-calling, browser automation, and messaging integration to automate personal workflows 

and explore agentic AI architectures.

EDUCATION

Bachelor of Business Administration (BBA) — Bangladesh University of Professionals (BUP), 2022

CERTIFICATIONS & CONTINUOUS LEARNING

Microsoft 365 Certified: Endpoint Administrator Associate (MD-102)
Microsoft Certified: Modern Desktop Administrator Associate (MD-100)
Python Programming — University of Michigan (Coursera), 2020
Linux Operating System (Foundation) — StudySection, 2021

LANGUAGES

Bengali (Native)  |  English (Fluent)  |  French (Basic)


