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EXPERTISE SKILLS

e ITIL

* Problem Analysis

» Service Improvement
» Telecommunications

* Project Management

 Technical Support

LANGUAGES

* English
* Spanish

e French

CERTIFICATION

» Bachelor of Science in Information
Systems, Tech University, 2016
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Director, Innovation Labs
sarah.j@email.com

Michael Brown
VP Engineering, Solutions Inc
mbrown@email.com

MICHAEL ANDERSON

IT PROBLEM MANAGEMENT ANALYST

Analytical IT Problem Management Analyst with 5 years of experience in the
telecommunications industry, focused on minimizing service disruptions and
enhancing customer satisfaction. Proficient in leveraging ITIL frameworks to
analyze problems and drive sustainable solutions. Experienced in collaborating
with engineering teams to identify root causes and implement effective fixes.
Strong project management skills with a keen ability to prioritize tasks in fast-
paced environments.

PROFESSIONAL EXPERIENCE

Telecom Solutions Corp.
IT Problem Management Analyst

Mar 2018 - Present

o Conducted detailed analyses of service interruptions, identifying trends that
informed preventive measures.

¢ Collaborated with engineering teams to develop solutions that reduced
downtime by 35%.

o Utilized ITIL methodologies to improve problem management processes and
documentation.

o Facilitated cross-departmental meetings to discuss problem resolution
strategies and outcomes.

* Monitored service performance metrics to ensure alignment with industry
standards.

¢ Provided training on problem management tools to enhance team capabilities.

NextGen Communications
Junior IT Support Analyst

Dec 2015 - Jan 2018

¢ Provided technical support to end-users, resolving issues efficiently and
effectively.

¢ Assisted in maintaining documentation for troubleshooting processes and
solutions.

e Tracked and reported on incident response times, identifying areas for
improvement.

¢ Participated in team meetings to review ongoing problems and develop action
plans.

e Supported software rollouts and user training initiatives to ensure smooth
transitions.

¢ Contributed to the creation of knowledge base articles to aid future support
efforts.

ACHIEVEMENTS

* Developed a problem management dashboard that improved visibility into IT issues.
* Recognized for outstanding contributions to service improvement initiatives.

» Played a key role in a project that reduced service interruptions by 25%.



