Mr. Jack Monger
5 Brookhill Close, Copthorne, West Sussex, RH10 3PP
07708 756502 | jack.monger@icloud.com

Profile
Senior IT support professional with experience across Microsoft 365, Azure, endpoint management, and infrastructure support. Proven track record of improving support efficiency, strengthening security, and delivering technical solutions across identity, networking, and systems. Combines hands-on troubleshooting with infrastructure-level thinking to improve reliability and user experience.
Technical Skills
· Cloud & Identity: Azure, Entra ID, Intune, SAML/SSO, MFA
· Infrastructure: Windows Server, Active Directory, Hyper-V, Linux (Ubuntu), Docker
· Networking: DNS, VPN (SSLVPN), NGINX, firewall management
· Automation: PowerShell, JavaScript, API integrations
· Platforms: Dynamics 365 (CE/BC), Power BI, PowerApps
· Tools: JIRA, Veeam, Plesk, WordPress

Professional Experience
Brymec — Helpdesk Manager
Oct 2025 – Present
· Lead IT support operations across 99 users and 2 sites, acting as escalation point for complex issues
· Administer Microsoft cloud estate (Azure, Intune, Entra ID, Dynamics 365)
· Manage lifecycle of 107 endpoints (Windows, macOS, iOS, Android)
· Oversee ticketing (JIRA) and report directly to IT leadership
· Coordinate with vendors and developers to deliver system improvements
Performance & Impact
· Improved resolution rate 93.9% → 97.1%
· Managed 26.5% increase in ticket volume (70.8 → 89.6/month)
· Increased throughput (399 → 609 tickets resolved)
· Reduced backlog growth (+26 → +18)

Key Infrastructure Projects
· FIDO2 Rollout: Implemented passwordless authentication
· Network Resilience: Delivered high availability, fault resilient bandwidth aggregation setup
· Security Remediation: Led penetration testing fixes with external partners
· Device Expansion: Enabled macOS management via Intune
· Remote Access: Designed and deployed SSL VPN
· Tenant Optimisation: Leading Microsoft 365 and asset clean-up (Cyber Essentials aligned)
· Aircall Implementation: Delivered Azure SSO (SAML) and automated Intune rollout

Cloud2Me — Hosting Support Technician
May 2023 – Sep 2025
· Delivered advanced support across hosted environments and client infrastructure
· Managed Active Directory, Microsoft 365, DNS, and email systems
· Performed server administration, migrations, and backup recovery (Veeam)
· Supported Hyper-V environments and virtual machines
· Automated support tasks using PowerShell
· MFA deployment (DUO) across server environments
· GPO-based deployments and configuration management
· Windows profile migrations and user environment support
· General server maintenance across client infrastructure

Key Engineering Project
Knowledgebase Centralisation & Automation (Hudu)
· Led consolidation of fragmented documentation (fileshares + ITGlue) into a unified platform (Hudu)
· Managed locally hosted Hudu instance (Ubuntu)
· Structured client data into organised containers (infrastructure, contacts, software, datacentre info etc.)
· Developed Node.js solution to query Hudu API every 6 hours (cron-based automation)
· Transformed JSON outputs into HTML-based dashboards (“Magic Dash”) for real-time visibility of key data
· Built modular functions to improve maintainability and reduce duplication
· Resolved API limitation by modifying node-fetch behaviour to support GET requests with body payloads as RFC7231 states "A payload within a GET request message has no defined semantics" and so it blocked GET requests with a body.

Technical Projects (Personal)
Self-Hosted Infrastructure (Linux VPS)
· Designed and manage Docker-based environment (Vaultwarden, Nextcloud, Jellyfin, Fireshare)
· Configured NGINX reverse proxy and firewall segmentation
· Demonstrates hands-on experience with Linux, networking, and service architecture

Certifications & Education
· CompTIA A+ — Aug 2024
· BTEC Level 3 Diploma in Business — Distinction
· GCSEs including Maths (B), ICT (Distinction)

Interests
Homelab infrastructure, automation, PC building, FPV drones, fitness, cooking.

