MICHAEL ANDERSON

MA LEAD APPLICATION SUPPORT ENGINEER

Results-driven Application Support Engineer with over 10 years of experience
in the telecommunications sector. My expertise lies in providing high-quality

Phone: (555) 234-5678 support for complex applications and ensuring optimal performance. | have a
Email: michael.anderson@email.com strong background in system analysis, and | excel at diagnosing issues and

implementing effective solutions. My strong analytical skills and attention to
Address: San Francisco, CA . . ) ) .
detail have enabled me to manage multiple projects simultaneously while

Website: www.michaelanderson.com maintaining high service levels.

PROFESSIONAL EXPERIENCE

EXPERTISE SKILLS
Telecom Solutions Ltd. Mar 2018 - Present

* Telecommunications Support Lead Application Support Engineer

» System Analysis . - - .
e Managed a team of application support specialists providing services to over

* Team Management 5000 users.

* Process Improvement ¢ Developed key performance indicators to measure support effectiveness.

* User Training ¢ Implemented a new ticketing system that improved issue tracking and

» Customer Satisfaction resolution times by 40%.
¢ Conducted regular training sessions to empower team members with the latest

LANGUAGES technologies.

- English ¢ Collaborated with cross-functional teams to develop and implement application
upgrades.

* Spanish =

el ¢ Maintained an average customer satisfaction rating of 95% across all support

interactions.

CERTIFICATION Global Telecom Corp. Dec 2015 - Jan 2018

« Master of Science in Information Application Support Engineer

Systems, Tech University, 2012 « Provided technical support for telecommunications applications used by

millions of customers.

REFERENCES . L . .

¢ Diagnosed and resolved complex application issues in a timely manner.
John Smith ¢ Participated in system upgrades and enhancements to improve user
Senior Manager, Tech Corp experience.

S epaiteay ¢ Assisted in the development of user training programs to reduce support

Sarah Johnson requests.

Director, Innovation Labs e Created troubleshooting guides that were adopted company-wide.
sarah.j@email.com ) . o ) ) )
¢ Achieved recognition for maintaining high performance during peak service

Michael Brown hours.
VP Engineering, Solutions Inc
mbrown@email.com

ACHIEVEMENTS

* Reduced support ticket backlog by 50% through process optimization.
» Awarded 'Best Team Leader' for outstanding performance in team management.

* Led a project that improved application reliability, resulting in a 99% uptime.



