MICHAEL
ANDERSON

End User Support Specialist

. CONTACT With a solid foundation in technical support, | have dedicated 5 years as an End User

Support Specialist in the retail industry, where | excel in providing exceptional customer
service and support for point of sale systems. My role involves diagnosing issues with

X, (555) 234-5678

software and hardware, assisting staff with troubleshooting during peak hours, and
michael.anderson@email.com ensuring that all systems function smoothly to enhance the customer shopping

Q San Francisco, CA experience.

@ WORK EXPERIENCE

End User Support Specialist 2020-2023

RetailTech Solutions

© EDUCATION

Bachelor of Science in Business
Administration

University of Michigan

2016 « Supported over 300 retail staff in troubleshooting POS system issues, ensuring
minimal disruption during peak hours.

% SKILLS o Troubleshot and resolved hardware and software issues, achieving a 90% first-contact
resolution rate.

@ IEEilEel Enppe « Conducted training sessions for staff on new software features and troubleshooting
e POS Systems techniques.

Customer Service ¢ Maintained accurate documentation of user issues and resolutions for future

- reference.
User Training

. o Collaborated with management to identify technology needs and recommend
Troubleshooting lutions
o) .

Documentation _ . . . . .
o Participated in system upgrades, ensuring all staff were trained on new functionalities.

X LANGUAGES Technical Support Associate 2019-2020

ShopSmart Retail
* English

« Spanish * Responded to user inquiries regarding retail software, achieving a 92% satisfaction

rate from staff.
* French
« Documented user issues and tracked resolutions to improve service quality.

o Assisted in the development of training modules for new hires in technical support
roles.

o Analyzed support requests to identify common issues and streamline processes.

« Managed support tickets using a tracking system, ensuring timely resolution of
inquiries.

» Developed a FAQ resource that reduced repetitive questions by 20%.

% ACHIEVEMENTS

o Achieved recognition as Employee of the Month for outstanding support in July 2019.

o Successfully improved user training satisfaction scores by 25% through tailored
workshops.

» Streamlined support processes, reducing average response times by 15%.




