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SUMMARY

I am a dedicated End User Support Specialist with over 5 years of experience in providing technical assistance and support

to end users in various industries. My expertise in troubleshooting hardware and software issues, combined with my strong

communication skills, allows me to effectively resolve problems efficiently. I have a proven track record of maintaining high

customer satisfaction levels by delivering timely and effective solutions.

WORK EXPERIENCE

End User Support Specialist Tech Solutions Inc. Jan 2023 - Present

Provided technical support for over 500 end users, resolving issues promptly to minimize downtime.

Troubleshot hardware and software problems, employing remote tools to enhance user experience.

Developed training materials and conducted workshops for staff on software applications and security protocols.

Collaborated with IT teams to improve ticket resolution times by 20% through process optimization.

Maintained an organized knowledge base for common issues, enhancing team efficiency.

Managed inventory and deployment of IT equipment, ensuring all assets were tracked and accounted for.

IT Support Technician Global Enterprises Jan 2020 - Dec 2022

Assisted in the setup and configuration of new hardware and software for all departments.

Responded to support requests via phone, email, and in-person, achieving a 95% satisfaction rate.

Documented user issues and resolutions, contributing to a comprehensive support database.

Implemented a ticketing system that improved tracking and response times by over 30%.

Provided on-site support for network issues, ensuring consistent connectivity for users.

Regularly updated users on system upgrades and changes, enhancing communication and user knowledge.

EDUCATION

Bachelor of Science in Information Technology, University of California, 2016 Sep 2019 - Oct 2020

ADDITIONAL INFORMATION

Technical Skills: Troubleshooting, Communication, Customer Service, Remote Support, Ticketing Systems, Training

Awards/Activities: Recognized as Employee of the Month for outstanding customer service in March 2020.

Awards/Activities: Successfully reduced average ticket resolution time by 15% within the first year of employment.

Awards/Activities: Created a user guide that decreased repeat inquiries by 25%.

Languages: English, Spanish, French


