James Lagnese

										Email: jdl592@nau.edu
Fountain Hills, AZ 85268							Cell Phone: 515.321.7301

Master of Social Work (MSW) candidate at Northern Arizona University seeking a Spring 2026 internship. Offers experience in school-based settings, skills in trauma-informed and strengths-based approaches, and a commitment to serving diverse, marginalized populations. Skilled in building rapport, supporting youth, and adhering to social work ethics and values. 30 years of professional work experience in information technology. Human services experience is listed at the end. 

Field Placement Experience
Social Work Intern – Everybody Matters AZ, Phoenix, AZ			Jan 2025 – July 2025
• Support a caseload of 16 diverse students ages 6-18 to provide socio-emotional learning, coping mechanisms, and effective communication skills while offering a safe space
• Observed and applied solution-focused and trauma-informed practices under supervision
• Participated in team case reviews and reflected on ethical dilemmas using the NASW Code of Ethics
• Review informed consent as new students enter the program, and when others graduate program
• Document each session with case notes and assessments in CiviCore (secure software platform)
• Maintain confidentiality while observing mandated reporting

Arizona State University							April 2014 to Present
Tempe, AZ									Supervisor
• Promoted to Supervisor, October 2024
• Responsible for IT support oversight of the School of Life Sciences, the School of International Letters and Cultures, the Hugh Downs School of Communication and the Geographical Sciences, and Urban Planning
• Monitor performance of direct reports through Service Now for SLA, ticket quality, and activity
• Responsible for time and leave reporting, weekly one-on-one and team meetings, quarterly reviews for four reports
• Facilitated, supported, and mentored the Desktop Services Cohort for the Google Upskilling Program
• Supervise and mentor staff and student workers assigned to Tempe Deskside
• Member of the interview committee
• Promoted to System Support Analyst Senior, April 2019
• Promoted to Team Lead, October 2018
• Ticket Management using Service Now Helpdesk systems and remote troubleshooting using Bomgar
• Provide Level II software and hardware support for staff, faculty, and graduate students in the School of Life Sciences
• Deployed images to Macintosh and Windows computers using Deploy Studio, SCCM, Ghost, and System Image Utility
• Manage department PCs with SCCM, manage Macs with JAMF Casper and Apple School Manager
• Computer account, file access administration, and security group/GPO creation with Active Directory
• Support Admin role in School of Life Sciences for university-wide Dropbox implementation 
• Promoted from System Support Specialist (IT) to System Support Analyst (IT) August 2015
• Safe Zone Ally

Southwest Behavioral Health Services						November 2013 to April 2014
Phoenix, AZ									Contract Technical Support Specialist
• Identify, research, and resolve technical problems in person and remotely in a Windows 7 Pro environment
• Provide end-user support for software, hardware, and network assistance at Level I and II
• User account administration in Active Directory, Exchange, and other third-party applications
• Creating and deploying Images to computers with Ghost and Active Boot Disk
• Moves, Adds, and Changes for NEC UX5000 and Aspire phone systems
• Ticket management using the HelpSTAR help desk ticketing system

Apollo Group									March 2013 to September 2013
Phoenix, AZ									Contract IT Change Analyst
• Ensure RFCs are completed properly and have necessary approvals both before and after deployment
• Involved voice and email communications with all levels of users effectively and timely manner regarding any incomplete RFCs
• Ensured that Change & Configuration Management methods and procedures are followed
• Assisted with preparation of Daily Change Report and Daily Change Review Board communications/meetings

Pearson North America							September 2012 to October 2012
Chandler, AZ									Contract Advanced Support Specialist
• Provided high-end user support for software programs for grades K-12
• Used a high degree of customer service, technical expertise, and attention to detail for problem-solving 
• Used skill and experience to troubleshoot new and established software, web-based applications, and hardware
• Articulated necessary information to customers in a clear and concise manner 
• Effective use of various systems to gather information for resolution

Heartland Area Education Agency 11						November 2007 to June 2012
Johnston, IA									Network Specialist
• Administration of Kerio Connect Mail Server
• Google Apps Administration
• Administration of Mac OS X Xserve file servers (Open Directory), application, and document management servers
• Installation, configuration, and troubleshooting OS X and CentOS servers and network hardware
• Second-level support for desktop support in a 99% Mac OS X environment
• VoIP administration, Moves, Adds and Changes with Mitel 3300 ICP – 750 users
• Mobile device administration and Verizon SPOC
• Administration of IDentiPASS card access system
• Performed site surveys and technological assessments of school districts

	

EDUCATION:	
Northern Arizona University
Master of Social Work Spring 2025 Cohort

Arizona State University
Bachelor of Science in Psychology, Psi Chi Society, and APA student member
				
University of Phoenix							
Master of Information Systems
						
SUNY College at Old Westbury 										
Bachelor of Arts in American Studies, Cum Laude

Nassau Community College
Associate of Science Biology/Biological Sciences, General

Software Training, Certification and Continuing Education:

•	CPR/BLS 	American Red Cross #023M0SG 				Issued Oct 2025
•	Adult Mental Health First Aid	National Council for Mental Wellbeing		Issued Sep 2025
•	ITIL Foundations 4.0
•	JAMF Certified Casper Technician 9.8.1
•	Apple Certified System Administrator (ACSA) 10.4.x
•	Apple Product Professional
•	Enterprise Web Development with Lasso Studio for Dreamweaver
•	Workflow Automation with AppleScript
•	Certified Novell Engineer - IntraNetWare 4.11
•	Certified Novell Engineer 3
•	Apple Computer, Inc.  - Macintosh Service & Tools; 



Human services work I did before IT. 

Formally Children's House, now Family & Children's Association, Nassau Haven – 24 hours a week approx. 800 hours total
	Weekend Counselor and then Overnight Counselor
· Supervise clients in daily living skills.
· Crisis Intervention.
· Case management of clients.

Nassau Bail Bond Agency, Vera Institute of Justice – 40 hours a week, approx. 1000 hours total
	Jacqueline Porter Manager
	Bail Enforcement Agent
· Monitored bailees’ whereabouts daily.
· Apprehending absconding bailees and surrendering them to Nassau County Correctional Center.
· Drug screening every week.
· Conducted pre-bailout investigations of principals.
· Processed bond and bailout of principals.
 
New York City Dept. of Human Resources Administration – 40 hours a week, approx. 1000 Hours total
	Child Welfare Administration
	Case Worker
· Investigated reports from the State Central Registry involving child abuse and/or neglect.
· Wrote Uniform Case Records that outlined specific goals for clients.
· Processed orders of protection and testified in family court.
· I have earned a certificate in child welfare and have completed seminars in sexual abuse,
alcohol and drug abuse, domestic violence and legal affairs.

	Nassau County Board of Cooperative Educational Services – varied weekly, approx. 2000 hours total
	NATURALIST
· Taught environmental education in an outdoor setting, with both Resident (up to 3 days) and day classes. All populations taught.

