
Hello & Welcome to From Level 0 to IT Support 

Lead. 

Before I get started, I wanted everyone to know 

I will be releasing my slides on my website and 

to the conference organizers. There is no need 

to rush to take notes but, there aren’t many 

notes in my slides however, I have lots of 

speaker notes. I would rather everyone listen to 

the journey and review the notes later. Worst 

case scenario is my talk will actually help you 

and if you like we can grab a drink later to chat 



about it. 

Fun fact, my first title in IT was Level 0 Support 

Technician. Didn’t know if I could get any lower 

than that. 



So who am and I and why am I blabbing 

today? 



● Father

● Husband

● Nerd

● HUGE Big Bang Theory Fan

● I bleed Dodger blue

● Lover of Trains

● Avid watcher of Daniel the Tiger & Mickey 

Mouse Clubhouse

● Board Member of Macbrained



Some people may be wondering what is 

Thumbtack? This is the place that pays my 

bills. But seriously Thumbtack is a place to get 

stuff done. Whether you are looking for a 

bartender, DJ, French Lessons, or 

housecleaning. 



Click to next slide



Hang out at Nerd camp for a week? See 

friends who we have seen since last PSU? 

But seriously we are here because not 

everyone is going to know how to program in 

bash, ruby, and python. Because getting to 

know Git or VIM or any open source tool may 

not be the easiest thing to do. IT has a wealth 

of positions that aren’t always related to being 

technical and people should know that you 

don’t have the be an encyclopedia or one 

person IT team advance.



How do you know if you should stay or if you 

should go?!



This talk is for those individuals who are 

struggling with any of the following questions:

● How to excel as a Mac Admin

● Do I know enough?

● Am I technical enough?

● Where, How, what should I focus/train on?

● What am I doing with my career?



If this sounds nothing like your expectation….I 

won’t be upset if you headed for the bar, 

Creamery or the Panel talk going on right now.



Click to next slide



CCSF is City College of San Francisco, which 

btw is first US City to offer free tuition for it’s 

residents. I guess knowledge is power. 

I started my journey taking some basic 

courses, some which I thought should be 

common knowledge for folks but, some of 

which peaked my interest. 

● Computer Tech 101 - Teaching basic 

etiquette

● Firewall



● DNS

● Hacking

● Windows Server 

● But not a single macOS course

Which raised a question how am I supposed to 

learn about support Macs.



I know what some of you are thinking, I am not 

going back to school, folks with degrees aren’t 

as smart as you think, or College is a waste of 

time and money. I have to say don’t knock it 

until you try it! 

But on a serious note, I know there is a great 

debate about whether school or education is 

actually worth it. For me, it was, but it depends 

on you, and what you want out of an 

education. There needs to be a purpose for 

going to school. That could be:



● Remove Career Blocker

● Obtaining a skill you can’t get on the job 

currently

● Exposure to something new 

I would argue that the same education skills you 

achieve by attending College or a University can be 

obtained via work experience and/or learning to 

program. But I could also argue a College or a 

University teaches you things that experience and 

programming can’t. For those who want to entertain 

this conversation find me at Legends later. 



Why did I just put up a website link for a slide, 

some of you are wondering. Well the website 

has information about this guys name Sam’s 

classes, including examples and potential 

coursework.

Sam Bowne is Professor at CCSF, who taught 

nothing but Information Security Courses. He 

was one of the individuals who changed my 

life. BTW his Lucky for me also taught 

Internship & Work Experience course. Why not 

work for free, long hours, crap pay, for a 



chance to get into the field of my choice. DING 

DING sounds like a winner. 



Sam’s free labor course, I mean Internship & 

Work Experience course was fun. You didn’t 

get automatically placed into an internship but 

it was a process. While waiting for my 

placement, I thought it would be an amazing 

idea to quit my current job(Starbucks 

Management) while going to school , and take 

a new job(Restaurant Manager) all while trying 

to do an internship.

While in my head I said oh this should be easy, 

it was anything but easy. Many times I had to 



leave my restaurant early to head to my internship. 

Leave my internship early to deal with the restaurant 

or school. 

Needless to say I was tired. 

BTW I don’t recommend anyone else go that route. 

I do highly encourage trying to balance work and 

whatever other activity you are doing. 



While I was hoping around from job to 

internship to school, a buddy of mine named 

Shawn, saw I was killing myself going back 

and forth. He finally stopped me and said 

“Dude if you really to be in IT, leave that 

restaurant shit behind and commit to this. No 

half days, spend full days here as often as 

possible.” Immerse yourself in IT and the 

hardwork will pay off. 

So that is actually what I did, I quit the 

restaurant and went back to Starbucks and 



became the full time intern. 

My first title actually wasn’t Level 0 Support 

Specialist, but IT Intern. I was an intern though not 

an employee so it's a bit different. 

Lawrence Berkeley National Lab is the place that 

actually let me work on computers for money. LBNL 

is a Department of Energy Lab, that developed the 

Energy Star. Your welcome. 

This first stop in my career taught me about the 

basics. The same basics things I learned at  CCSF.

● Basics of DNS

● Basics of Imaging

● Basics of Etiquette (a key one in tech)

At LBL I would image close to 30 - 40 machines in 

a day. And I mean all day. Windows PXE booting, 

Mac imaging, Linux imaging. Whenever a image 

needed to be applied, my name was all on that 

ticket. 



Another intern task was dealing with the users no 

one wants to talk to, or the annoying problems 

people didn’t want to tackle. While some of these 

problems were easy, some of them were 

challenging and required me to communicate and 

work with other teams in order to solve the 

problem. 



But while imaging got old pretty quick, I had a 

chance to hang out with the grey beards. Grey 

beards for those who don’t know are the old 

school Unix and Linux guys. I mean I was 

working in Berkeley and they happened to 

have 1 or 2 hanging around. I got my first taste 

of why programming matters, and if you can 

automate all the things automate all the things. 

It was like something out of the matrix. 

During my first few months at LBL, I started to 

have the thoughts of



● I don’t know anything

● I know more than I think

● How can I level up….both on Mac and 

Windows side of the house.

And that's when I realized….



The only person who can stop you from doing what 

you want to do is you. After being an intern at LBL, I 

quickly came to the realization of how bad I wanted 

to be in IT. How I loved to tinker, automate, and 

improve processes. At LBL my internship was a six 

month contract. So I knew in those 6 months I had 

a few options:

● Find a different career

● Extend my internship contract

● Push for a job



Obviously I didn't find a different career, i'm 

standing here I think. Working for free or nearly for 

free is awesome, but that doesn’t pay any of bills, 

and my wife wasn’t about to have any of that. The 

only option I saw was to push for job. So I pushed 

and pushed trusting in myself, trusting in my skill 

set, advocating through my work that I did deserve 

to get hire. I did deserve to be a “full-time” tech and 

that I can be great. 

That meant:

● Taking on topics I had no clue about to prove, I 

knew how to Google & problem solve

● Practice good ticket etiquette

● Be a nice human being

Lucky for me that is exactly what happened, after 5 

months they ended my internship and that is when I 

got hired. That is when the extinguished title of 

Level 0 IT Support Specialist came to be.

I could not of gotten this position without a few 

things happening



● Advocating for myself

● Believing in my skill set

● Hard work

● Trusting key people to guide me along this 

path.

● Being a nice human being

I want to focus on my last point. Being nice doesn’t 

mean you have to be a yes person, or never saying 

no. Doesn’t mean you can’t be direct in your 

communication or that you can’t hold people 

accountable. It just means treat others as you 

would treat yourself. 

Quick reminder - Whether you decided to take a 

courses for a few semesters in a row or whether 

you decided to Google “How to Python” only you 

know your skillset, worth, and determination to 

succeed. 

After you advocate for yourself you should let 

someone else do it for you. Which leads into the 

next topic of PEOPLE. 



The people in our lives are the single most 

important group of individuals to help you 

grow, fail, and pick you up. 



There are all types of people but I lump the 

individuals I met during my time at LBL into these 

three buckets:

● Technical 

● Non-Technical

● Hybrid folks

What does this actually mean

● Technical is pretty self explanatory but, just 

clarity sakes - I describe a technical person as 

someone who is in the weeds everyday dealing 



with configurations and details of a system or 

systems. 

● Non-Technical - Managers, or people who are 

forward thinking individuals. Could also be 

folks who have a personal investment in seeing 

you do better. Family & Friends

● Hybrid - People who have spent or spend time 

in the weeds, but also have the ability to build 

not just for the moment but also building for 

years down the line. 



Knowing, talking, learning from technical 

people is one of the keys to a successful 

career. While I am not expecting everyone to 

know every detail of how something works in 

order to troubleshoot or understand why 

something happens, technical folks will try their 

best to explain or teach you the details 

necessary to advance your career. Whether 

they are co-workers, friends, or people who 

you meet at meet ups or conferences. At LBL I 

had the pleasure of meeting a few folks:

● The whole cyber security team at LBL -



Had a grey beard who really opened my eyes 

and took me under his wing. This same cyber 

team also managed to log and monitor a 

100GB scientific network using all open source 

tools. They showed me the world of open 

source security monitoring. 

● Vincent Martinez & Ben Souza - This was a 

love hate relationship between the three of us 

at times. Vincent and Ben knew Windows like 

the back of their hands, but not macOS. So 

when I started to support macOS, everyone 

wanted to treat it like Windows, which I didn't. 

But these two showed me examples of how 

they did it in Windows and gave me great 

examples and ideas of how we should execute 

Window style policies on macOS.  

Vincent also taught me my first valuable lesson 

when dealing with people who are more technical 

than yourself. With Vincent many times I let my 

frustration get the best of me. My advice to 

everyone in the room, when you are upset with co-

worker for whatever reason do the following:



● Assume Positive Intent

● Confront the Person

● Remove Emotions from your decision process. 

Positive Intent - You consciously choose to assume 

that the people you work with have good intentions, 

that they are operating to the best of their ability, 

and that they are trying. - Many times I didn’t 

assume positive intent with Vincent. Too often I 

assumed he was trying to do what was best for him 

and him only, which wasn’t true but my thought 

process wouldn’t allow me to think different. 

Confront the person - This isn’t meant to be a 

negative connotation. This is meant to open a 

dialog between you and the conflicted person. 

Many times a simple miscommunication occurred 

and a simple “Hey, can we talk about this thing,” 

can quickly clear up any issues. 

Lastly, remove your emotions. We are all passionate 

about tech, but sometimes when we are too close 

to product or process our emotions can cause us to 



make poor choices. Even though you may be fight 

to keep Jamf, move to Munki, adopt Chef or 

Puppet, never put emotions into the decision 

whether the product will hurt or help you. 

There is also another set of people who helped me 

technically. 



Outside of Work, I ran into some crazy people 

who had this idea to start a community of 

Macadmins now called Macbrained. 

● Dana

● Andrew

● Stephanie

● Arek

Macbrained changed my ability to understand 

and troubleshoot problems. I now had a 

community of people who were wanting and 

willing to share knowledge. When I had a 



problem, I was no longer ALONE. 

Because of Macbrained I was able to meet more 

people in the community.

The upcoming list isn't an exhaustive list of 

technical people but, just some folks who I had the 

pleasure of bugging. I had a feeling they felt like the 

next slides image when talking with me for the first 

time about my technical problems. 



● Andrew Seago

● Mike Dodge

● Bryson Terrell

● Wes 

● Sam Keely

● Nick Mcspadden’s presentations and mind 

are always a treat

I know they didn’t feel this way or maybe they 

did but, they were patient with me. Helped me 

grow and learn. For example, Mike Dodge 

inviting me over to his place to work on Code, 



Munki, Chef.

But these technical resources took the time out to 

mentor someone who was new to the game. I 

suggest everyone here find a mentor who is 

technically saavy. Who is able to push you beyond 

your comfort zone technically. Thank them and then 

pay it forward. 

During this same period of time another thing 

happen relating to technical people. 



One conversation stands out to me. I 

remember it was because it was hot as hell in 

Berkeley and I thought it was a bright idea to 

stand out in the hot heat and have a 

conversation with Andrew, about is LBL the 

right place for me. I was struggling as the only 

Mac admin within my group. At LBL I was 

always tasked with the difficult mac problems 

and rollouts. Because I didn’t have extensive 

experience with the platform, I started to doubt 

whether I could do the position. Andrew 

reminded me that many of the Macadmins 



across the world are the only ones and are in a 

similar position as me. Having friends like him, 

Macbrained, IT Think Tank, (Slack Macadmins 

wasn’t as hip as it is today). But there were plenty 

of resources and when you are struggling don’t 

hesitate to reach out because everyone has been in 

my shoes. He said the community would help. 

This phone call changed my viewpoint on the 

technical problems. I could no longer be afraid of 

technical problems I hadn’t seen. There were 

enough resources to help guide me in my goal of 

being technically savvy.

Conversations are key. Talk with your friends & 

colleagues, you never know what life changing 

advice they may offer. Not all the advice has to be 

technical, some of it or all of it can be non-

technical.

After that conversation I also knew if I was going to 

navigate the waters of explaining 

1. no we shouldn’t stand up this server 



2. rollout this new policy without testing it, no 

more YOLO 

I would need help from some of the non-technical 

folks in my life. 



Non-Technical skills are good! I would even 

argue they are more important than technical 

skills at times. I say this because if you are 

unable to walk a user threw a problem, explain 

to your boss why you need funding for this that 

or the other thing, or if you have to help the 

CEO and your soft skills are lacking….you will 

be singing the soft kitty song at your desk or 

out the door or singing it because you want be 

advancing anytime soon. 

My first two supervisor’s taught me that:



● Gayle

● Mark

Not to mention the course(Computer Tech 101) 

which help reaffirmed some basic manners, the 

same manners I was taught earlier as a child. 

Some folks may be introverts, or only nerd out to 

themselves, that is ok. I am not saying you need to 

be a flaming ball of energy.  



But what I am saying is know your audience, 

know when you can be the smart ass IT person 

and when you need to be the nice IT person.



Nothing is worse than being called into your 

boss's office because a user complained about 

you, or you didn’t explain the answer so their 

problem isn’t solved, or worst off you plain just 

didn't solve the problem at all.



Soft skills are something you need hands 

down. No company is different, everyone has:

● Difficult Users

● Easy Users

● Drama Users

● Budget Problems

● Security Concerns

Being able to speak to someone like a human, 

like you would speak to your significant other, 

parents, or kids. Is important. Communication 

is key anything you do professionally or 



personally. Some folks are able to marry both the 

technical and non-technical. 



These folks brought balance to the force. 

People who have balance normally have 

completed technical roles at some point in time 

during the career, and completed non-technical 

roles. 

Some examples of this for me were:

● Tammy Campbell

● Richard Gregory - My Mentor 

● Tom Bridge

● Rich Trouton



They are able to help drive your career in both 

directions and let you know when you are leading 

yourself astray.

They’ll ask you uncomfortable questions or make 

you think about a question differently. They are 

there to show you there is more than one way to 

solve the problem you are facing. 



Mentors are kinda like your parents.



They support, nurture, and ask the questions you 

need to hear but, don't want to hear. My mentor 

decided to ask me a question I wasn’t ready for. 

The worst 10 words at the time, but when I look 

back at it the best thing he could've ever done for 

me. 



Some of the best and worst words I’ve ever 

heard in my life.



No I WASN’t READY….For those who have 

seen Kevin Hart stand up specials. 



What do you want to be when you grow up is 

the scariest question I’ve encountered in my 

career. Even when I ask my team that now, 

they look at my like with the GTFO face.  

It’s scary because at the time I was 28 thinking, 

I am grown. Thinking what the hell are you 

talking about? But I knew what he meant 

kinda, so I gave him the initial answer of I want 

to be a System Administrator or Endpoint 

Engineer. He said that's nice but that is 

something you could obtain if you wanted it in 



a five years or under. That’s not what you want to 

be when you grow up. Try again. Needless to say 

this conversation went on for 3 years. Every time I 

came with this is what I wanted to be when I grow 

up, I got the that's nice, do better. You could obtain 

that in 10 or 15 years. 

When thinking about what you want to be when you 

grow up, think when you are about to retire. When 

you’re 65 or 70 and you're sitting at your desk for 

those last few years. Where is that desk? What is 

that position? Where are you in your life? That is 

what my mentor meant. He also meant once I 

identified what I wanted to do, start researching 

what it takes to get the position, skill set, salary, 

certifications. Anything that gets me starting to 

work towards my final destination. 

Now 3 years to decide what you want to be may 

seem like a long time and it did feel like an eternity, 

but this isn’t something you figure out overnight. 

Take your time, think long and hard about it. Once 

you know, go after it with vigor. 



At the time I wasn’t ready for that conversation, but 

that conversation allowed me to focus. To believe in 

my skill set AGAIN, and start to down the path of 

obtaining new skills to advance my career. All the 

new skills I would obtain also could correlate to my 

current position and provide a different perspective 

on the the things I do day to day. 



Soul Searching - Some sleepless nights, some 

great nights. 

Conversations with my wife

Conversations with the Grey Beards

Conversations with my wife

Lots of conversations with my mentor

LinkedIn Searches

● Looking at Positions I would want

● Looking at the qualifications for those 

positions

● Looking at certifications for those 

positions.



Surprisingly the stress and anxiety of finding 

out I am a 28 year old kid who had no clue 

what he wanted to be when he grows up, even 

though I thought I was grown, was starting to 

become less scary and less intimidating. 

After learning the skills, job titles, potential 

salaries I wanted, I began to make a plan to 

start to obtain many of my goals. I started to 

feel relief in the conversations with my mentor. 

No longer was I stressed, dreading the topic of 

the day when we met to talk about me being 



an adult 

This plan of action became:

● Get a Bachelor’s degree

● Learn some type of programming language

● Begin tinkering with Open Source Security 

Tools

● Obtain a infosec certification. 

I started to put forward a plan of action with my 

mentor. Dates, timestamps, events. And that’s 

when my mentor said words I couldn’t believe I was 

hearing, but I knew any good mentor would say.



Bye, peace, see-you

While bye wasn’t his exact words, he did tell 

me, the style of IT that I talk about, dream 

about, isn’t within my reach where I currently 

am. While he would love for me to stay and 

grow, I would have to adjust some of my 

expectations, or change my role within IT. 

While I would loved to stay, I knew I had to go! 

Another interesting piece of advice he told me 

was:



● Don’t make it about the money, it's the 

experience you are after.

While we all have bills to pay and obligations we 

must take care of, understand that just because a 

job pays less or more than what I was currently 

making, the next best step for my career is to go. 

While it may be a minor step back in pay, I would 

make up the difference in no time both financially 

and with the experiences I obtain. 

That brings me to my next point, a love for your job 

goes further than love of money. 



Which is when I decided to move from LBL to 

Thumbtack. 

It was a bittersweet day when I had to pack my 

desk. The job that helped launch my career, 

establish the basics, and expose me to mac 

admin world, was now a thing of the past. I 

was moving onto a new adventure, which was 

scary because, I had never lead an IT Support 

Organization or been involved with being the 

guy to work with every department to process 

improve. 



When I first started at Thumbtack I was the….



What does that mean.

To this day, I don’t know, well I do but I don’t. I 

know when I came into Thumbtack I was 

charged with support of a multitude of things.

This is the part where I tell you title’s don’t 

matter. When you are at a small company 

everyone does everything, as long as you are 

supporting you company and team you are 

doing the right thing. Think of your jobs now, 

as Admin, you are:



● Helpdesk

● Systems

● Network Admin

● Infosec

Let’s be real titles do matter, but learning how to 

manage the expectations of your title is even more 

important. 

Needless to say, I had all of the things to do now, 

which included support a few applications to say 

the least. 



Some of the technologies I had to 

support out of the gate, which most of 

them I had no supported or had to 

deal with in any role in my career. 

●Multi Site locations, Both US & 

Abroad. 

● Zoom (Never had to deal with it)

● Jamf(Been there done that)

●Okta(Never had to deal with it)

● AWS(Been wanting to use it but no 



experience haha)



When starting at a new organization managing 

expectations is really your primary job. 

Everyone has high expectations, because they 

choose you over someone else. People think 

you are going to save the world, or maybe not 

the world, but their world.

I had a few projects thrown on my plate to 

accomplish within my first 90 days. 

● HR project for onboarding

● securing and setting up laptops for Jamf 

were hot topics upon me starting. Jamf 



security side was coming from our VP of Eng, 

so needless to say it was important. 

● Establishing our ticketing system as it was 

incomplete. 

So setting and managing expectations from VP, to 

Director of IT, to the Director of HR was fun. I had 

high expectations placed on me and I hate to lose. 

So how did I manage.



When I started at Thumbtack my onboarding 

experience was sitting on taking a office tour, 

sitting on a couch to onboard with IT for about 

2 - 3 hours, and getting pulled out a of IT 

orientation for complete HR paperwork and get 

introduced as the new “guy.”

Needless to say I saw why this happened to be 

revamped. So that lead me down the path of to 

HR



My then boss the Director of IT, came to me 

and said onboarding needed to be fixed. He 

said he had worked with HR previously to fix 

the process but it still needs some love. 

HR & I tore apart the entire process from IT to 

HR to Office Ops. We looked at all angles, how 

could we automate all the things while 

improving efficiency of all of our teams. 

I also realized many folks in HR have a clue 

about IT. While that may seem odd to say, it 



really is true, HR understands the importance of IT 

and it’s role in making an organization work. So 

don’t discount them when you get a chance to 

collaborate. 



But back to my story, As I was sitting in a 

meeting with the Director of HR and a few 

others, I realized this is why I came to 

Thumbtack. I came because I wanted the 

ability to affect change at an organization level. 

I wanted the option to communicate with the 

leaders of the organization, and help develop & 

advocate for the IT organization. Which I was 

able to achieve with our revamped experience. 

The sphere of my influence expanded due to 

the streamlining of onboarding. Onboarding 



was something that affected the whole 

organization. No matter the department you are in 

whether you have a great day1 greatly influences 

how you start at a company. So every VP, Director, 

Engineer, Product Designer was affected by the 

changes the onboarding team.

Now that I accomplished this task, I still had to 

automate the engineering build, which introduced 

another problem of asset management and improve 

the helpdesk system.



Jamf was one of the primary reasons I was 

recruited to work for Thumbtack. The tool was 

bought by the previous admin, but no one on 

the team knew how to really get it going and 

keep it going. The culture in a startup is bit 

different than good ol government mandates. 

Some fun things about our deployment was 

enrolling devices for a certain location which 

was optional for those already employed, while 

new people don’t get that option, and 

depending on your location determines if you 



have to be enrolled. 

I was tasked with taking the deployment of 

Engineering laptops from the 4 - 6 hour process to 

as quick as possible. Shipping code on day1 was 

the hot item for IT. Engineers should be able to 

contribute code by lunch and that’s a tall order 

because they still need to onboard with HR, tour 

the office, and then sit with IT. 

Described what happened with Patrick and the 

team. 

So now that is settled engineering and design had 

their images updated, and felt IT was working with 

them rather than against them. 

Last thing I had to revamp was our Helpdesk 

Culture. 



For the first time in my IT career I had a 

team….A TEAM! And yes I worked with a team 

at LBL, the difference though is I didn’t 

manage the team at LBL, where now I am 

responsible for a set of individuals and their 

careers. 

While we didn’t have an actual helpdesk at that 

current time it was still important to establish 

some type presence within the organization. 

And a few common complaints I received from 

Thumbtackers and my boss:



● We don’t have SLAs - so we have nothing to 

hold people accountable too. Or I think of it in 

reverse that we don’t set an expectation for 

when a user's problem is going to be 

addressed. 

● No one responds when we enter a ticket, so 

did IT really get the ticket? Is it lost in the 

nether? 

● How do we know what problems are affecting 

our organization? Who knows if something 

really is broke, have we seen it once or 25 

times in a day.

These are all important factors when dealing with 

multiple sites across the world. The problems one 

office sees can greatly varies from office to office.

SO what did I do?

Lucky for me IT inherited a team of talented folks, 

who never had done IT before but, were interested 

in IT. One of those individuals had experience with 

Zendesk, our ticket management system. 



I worked with this new team to complete the 

following:

● Auto Ticket acknowledgement 

● Implemented SLAs within the team, and 

published our KPIs to the company. Anyone 

can view our dashboard to see where any IT 

person’s ticket queue stands and how we are 

meeting our SLAs. 

● Lastly, we started building out Zendesk with 

Self Help Articles and looking at the search 

history to try and be proactive with our 

support. 

● Also got the buy in from my team on using 

Zendesk to manage our work. Which is the 

hardest part. Showing people the benefits of a 

ticketing system and how it can help shape IT 

is difficult. Everyone loves doing tickets 

right?!?!

Needless to say my teams CSAT is well about 95% 

on Average, and most weeks we are at 100%. My 

team prides themself on helping but, always within 

reason. 



My team started to kill it and the organization 

noticed. 

So what does this all mean?



Well in my first 90 days we accomplished quite 

a bit, and while I didn’t complete a lot of the 

work, no more in the weeds as often as I would 

like, I did influence and affect change within my 

organization. 

I was able to complete all of my goals from the 

VP, Director of IT & HR. Which granted me the 

freedom to take on more harder and larger 

projects. 

It also granted me the ability to start to manage 



things like global support for the company, 

managing all endpoints, designing roadmaps for 

the IT organization. 

The choice I made to move to Thumbtack from LBL 

was the right choice hands down. My mentor 

guided me in the right direction. Without the help 

from my friends and peers:

● Technical

● Non-Technical

● Hybrid folks

They all have contributed to my success. Believing 

in your skill set and holding yourself accountable is 

key. 

Question is did I hold myself accountable for to my 

plan?



Let’s review 

● Get a Bachelor’s degree - Graduated with 

a degree in Information Systems - Check

● Learn some type of programming 

language - Learned how to Bash Script -

Not well but I learned. Check 

● Begin tinkering with Open Source Security 

Tools - Starting tinkering with OSquery, 

Zentral, Bro IDS, - Check

● Obtain a infosec certification. - Taking my 

Security+ Exam at the end of August. 



I have achieved 3 of my 4 goals for my 5 year 

plan. I have also set myself up for success. I 

have obtained the necessary experience my 

mentor discussed. Also by advocating, 

communicating, leaning on the community, the 

people in this room, I have been blessed to be 

in IT now for 7 years. And in 7 years I went 

from an Intern, Level 0 Support Specialist to IT 

Support Lead, leading a global helpdesk and 

managing endpoints globally for Thumbtack. It 

does take hard work but with the right attitude, 

belief in oneself everyone in this room can 



begin to answer “What do I want to be when I grow 

up.” and not be afraid of the answer. 

Here is the link to my feedback, thank you for 

listening to me ramble. 




