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SUMMARY

Detail-oriented Help Desk Technician with over 5 years of experience in providing technical support to diverse clientele in

the IT services sector. Proficient in diagnosing hardware and software issues, and delivering effective solutions in a timely

manner. Proven ability to manage user expectations and maintain high levels of customer satisfaction. Adept at utilizing

ticketing systems for tracking issues and resolutions.

WORK EXPERIENCE

Help Desk Technician Tech Solutions Inc. Jan 2023 - Present

Provided first-level technical support to over 300 users via phone, email, and in-person.

Diagnosed hardware and software issues, achieving a resolution rate of 95% on first contact.

Managed a ticketing system, prioritizing and resolving issues based on urgency.

Collaborated with the IT team to implement a new software deployment strategy.

Conducted training sessions for new staff on company software and systems.

Created user documentation and troubleshooting guides to enhance self-service support.

Technical Support Specialist Innovative Systems Ltd. Jan 2020 - Dec 2022

Assisted clients with hardware configurations and software installations for a range of products.

Achieved a customer satisfaction score of 98% through effective communication and problem-solving.

Implemented an improved ticket tracking system that reduced resolution times by 20%.

Facilitated quarterly training workshops on emerging technologies for team members.

Developed a knowledge base that resulted in a 30% reduction in repetitive inquiries.

Provided remote assistance using remote desktop tools to resolve complex issues efficiently.

EDUCATION

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

ADDITIONAL INFORMATION

Technical Skills: Technical Support, Customer Service, Problem Solving, Ticketing Systems, Documentation, Remote

Assistance

Awards/Activities: Recognized as 'Employee of the Month' twice for exceptional customer service.

Awards/Activities: Developed an onboarding guide that decreased training time for new hires by 25%.

Awards/Activities: Achieved the highest customer satisfaction rating among peers in the last quarter.

Languages: English, Spanish, French


