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SUMMARY

Dedicated Help Desk Analyst with over 5 years of experience in providing exceptional technical support in fast-paced

environments. Proficient in troubleshooting hardware and software issues, ensuring user satisfaction through effective

communication and problem-solving. My expertise includes managing support tickets, maintaining documentation, and

utilizing remote desktop tools. I have a strong background in training end-users and developing training materials to

enhance user experience.

WORK EXPERIENCE

Help Desk Technician Tech Solutions Inc. Jan 2023 - Present

Provided first-level support for over 300 users, resolving 90% of issues on first contact.

Utilized ticketing systems to manage and prioritize user requests, reducing average response time by 20%.

Conducted remote troubleshooting using TeamViewer, which improved resolution time for remote users.

Maintained detailed documentation of common issues and solutions, leading to a 30% decrease in repeat inquiries.

Trained new staff on help desk procedures and software tools, enhancing team efficiency.

Collaborated with IT team to implement a new knowledge base system, improving user self-service capabilities.

Technical Support Specialist Global Tech Services Jan 2020 - Dec 2022

Handled escalated support requests from junior technicians, ensuring timely resolution and customer satisfaction.

Developed and delivered user training sessions that improved user proficiency by 40%.

Analyzed support metrics to identify trends, contributing to the development of preventative measures.

Led a project to upgrade the help desk software, enhancing ticket management efficiency.

Participated in cross-departmental meetings to align IT support with business objectives.

Received the Employee of the Month award for outstanding customer service and technical expertise.

EDUCATION

Bachelor of Science in Information Technology, University of XYZ, 2015 Sep 2019 - Oct 2020

ADDITIONAL INFORMATION

Technical Skills: Technical support, Troubleshooting, Customer service, Remote desktop support, Ticketing systems,

Documentation

Awards/Activities: Improved customer satisfaction ratings from 85% to 95% within one year.

Awards/Activities: Successfully reduced average ticket resolution time from 48 hours to 24 hours.

Awards/Activities: Recognized for exceptional teamwork and communication skills in quarterly reviews.

Languages: English, Spanish, French


