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IT Problem Management Analyst

Seasoned IT Problem Management Analyst with over 9 years of experience in the logistics industry, dedicated to enhancing IT
service quality and efficiency. Expertise in identifying and resolving IT-related challenges that impact operational performance.
Proficient in utilizing ITIL standards to drive problem management initiatives that result in measurable improvements. A
collaborative team player with strong communication skills, adept at engaging stakeholders to address issues effectively.

WORK EXPERIENCE

IT Problem Management Analyst | Logistics Innovations LLC Jan 2022 - Present

» Led problem management processes that reduced service interruptions by 35% within the first year.

» Collaborated with cross-functional teams to investigate and resolve IT issues impacting logistics operations.
» Utilized analytical tools to monitor service performance and identify areas for improvement.

» Developed and maintained documentation on problem management procedures and outcomes.

» Facilitated training sessions for IT staff on effective problem resolution techniques.

* Reported on problem management metrics to senior management to drive strategic decisions.

IT Support Analyst | Shipping Solutions Inc. Jul 2019 - Dec 2021

» Provided technical support to end-users, achieving a 94% satisfaction rating from surveys.
« Monitored ticketing systems to ensure timely resolution of issues.

» Assisted in the deployment of new software and hardware solutions.

» Documented technical solutions for future reference and training.

« Participated in post-mortem analyses of major incidents to identify improvements.

» Worked with vendors to resolve third-party software issues efficiently.

SKILLS

ITIL Logistics IT Problem Management Data Analysis Technical Support Continuous Improvement

EDUCATION

Bachelor of Science in Logistics and Supply Chain Management 2012
University of Logistics

ACHIEVEMENTS

o Successfully implemented a problem management framework that improved service reliability.
» Received recognition for outstanding contributions to logistics IT service delivery.

» Achieved a significant reduction in service downtime through proactive problem management efforts.

LANGUAGES

English Spanish French



