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MICHAEL ANDERSON
H E L P D E S K  T E C H N I C I A N

Results-driven Help Desk Technician with over 6 years of experience in the
telecommunications industry. Proven ability to support a large customer base
while consistently meeting service level agreements. Expertise in
troubleshooting voice and data communication systems, and providing
solutions that enhance client satisfaction. Recognized for excellent problem
resolution skills and the ability to work under pressure.

PROFESSIONAL EXPERIENCE

Telecom Services Corp.
Help Desk Technician

Mar 2018 - Present

Provided technical support for voice and data services to over 1000 customers
daily.

Resolved issues related to network outages, achieving a 99% uptime rate.

Utilized monitoring tools to proactively identify and address service disruptions.

Trained new hires on troubleshooting procedures and customer interaction
techniques.

Documented technical solutions in a centralized knowledge base for team
reference.

Collaborated with engineering teams to enhance service reliability and
performance.

Call Center Innovations
Customer Support Agent

Dec 2015 - Jan 2018

Handled inbound support calls regarding telecommunications products and
services.

Achieved a 95% first-call resolution rate through effective troubleshooting.

Provided feedback to product teams to improve service offerings based on
customer input.

Maintained accurate records of customer interactions and solutions provided.

Participated in team meetings to discuss performance metrics and
improvement strategies.

Exceeded monthly performance targets for customer satisfaction and resolution
times.

ACHIEVEMENTS

Technical Support•

Telecommunications•

Customer Service•

Problem Solving•

Network Troubleshooting•

Training•

English•

Spanish•

French•

Bachelor of Arts in
Communications, Tech University,
2015

•

Named 'Top Performer' for delivering exceptional customer service in 2020.•

Successfully reduced average handling time by 20% through process optimization.•

Implemented a feedback system that increased customer satisfaction scores by
10%.

•


