MA

Phone: (555) 234-5678
Email: michael.anderson@email.com
Address: San Francisco, CA

Website: www.michaelanderson.com

EXPERTISE SKILLS

* Problem Solving
 Technical Training

» System Installation

* Network Troubleshooting
» User Support

* Documentation

LANGUAGES

* English
* Spanish

e French

CERTIFICATION

» Associate Degree in Information
Technology, Community College,
2014

REFERENCES

John Smith
Senior Manager, Tech Corp
john.smith@email.com

Sarah Johnson

Director, Innovation Labs
sarah.j@email.com

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

MICHAEL ANDERSON

DESKTOP SUPPORT ENGINEER

Detail-oriented Desktop Support Engineer with a strong background in
troubleshooting and problem-solving. Over 6 years of experience in providing
technical support across various industries, ensuring seamless user
experiences. Proficient in a wide range of software applications and hardware
platforms. Known for developing user-friendly documentation and providing
training. Experienced in working with cross-functional teams to enhance IT
services and support.

PROFESSIONAL EXPERIENCE

Dynamic Solutions Group
Desktop Support Engineer

Mar 2018 - Present

¢ Provided desktop support to end-users via remote and onsite assistance.

¢ Installed and configured operating systems, software applications, and
hardware devices.

¢ Diagnosed and resolved network connectivity issues using diagnostic tools.
¢ Created and maintained a knowledge base for common technical problems.

e Conducted user training sessions to enhance understanding of new
technologies.

¢ Collaborated with the IT team to improve support processes and reduce ticket
volume.

ABC Corporation Dec 2015 - Jan 2018

IT Support Technician

¢ Managed daily support requests from users, ensuring timely and effective
resolution.

o Assisted in the setup of new workstations and user accounts.

e Monitored system performance and made recommendations for improvements.

e Provided support for software applications, including troubleshooting and
updates.

¢ Documented support interactions and solutions for future reference.

e Coordinated with external vendors for hardware repairs and replacement.

ACHIEVEMENTS

» Developed a user training program that increased adoption of new software by
50%.

+ Improved first call resolution rate by 25% through effective troubleshooting
techniques.

» Received commendation for exceptional service during a major system upgrade.



