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Dynamic IT Incident Manager with 5 years of experience in the

telecommunications sector. I have a strong background in managing incidents

related to network operations and customer service platforms. My focus is on

ensuring high availability and reliability of services while minimizing the impact of

incidents on customers. I excel at utilizing monitoring tools to identify potential

issues before they escalate into significant incidents.

WORK EXPERIENCE

IT INCIDENT MANAGER

Telecom Innovations Ltd.

2020 - 2025

Managed incidents related to network outages, ensuring swift restoration of

services.

Utilized monitoring tools to proactively identify and address network issues.

Created incident management documentation and ensured team adherence to

protocols.

Collaborated with customer service teams to communicate incident statuses

effectively.

Analyzed incident data to identify trends and enhance preventive measures.

Conducted regular training sessions for staff on incident management best

practices.

NETWORK SUPPORT ANALYST

Connect Communications

2015 - 2020

Assisted in managing incidents affecting customer service platforms.

Documented incidents and maintained a knowledge base for troubleshooting.

Communicated with customers regarding incident resolutions and updates.

Participated in root cause analysis to improve incident resolution processes.

Helped develop incident management tools that streamlined reporting and

tracking.

Engaged in continuous learning to stay updated on industry best practices.

Incident Management•

Network Operations•

Customer Service•

Monitoring Tools•

Team Collaboration•

Communication•

English•

Spanish•

French•

Improved incident resolution times by

40% through process enhancements.

•

Recognized for excellent customer

service during major incident

escalations.

•

Successfully led a project that

reduced incident occurrences by 15%.

•

I T  I N C I D E N T  MANAG E R


