
MICHAEL
ANDERSON
IT Service Delivery Analyst

Experienced IT Service Delivery Analyst with 9 years in the public sector, dedicated to

enhancing IT service delivery for government agencies. Proven expertise in managing IT

service teams and implementing service delivery frameworks that improve efficiency and

accountability. Strong analytical skills in assessing service performance metrics and

developing strategies for improvement.

WORK EXPERIENCE

IT Service Delivery Analyst

City Government IT Department

2020-2023

Service Desk Analyst

County IT Services

2019-2020

ACHIEVEMENTS

MA
CONTACT

(555) 234-5678

michael.anderson@email.com

San Francisco, CA

EDUCATION

Bachelor of Arts in Public

Administration

State University

2011

SKILLS

LANGUAGES

Public Sector IT•

Service Management•

Compliance•

Team Coordination•

Problem Resolution•

Training•

English•

Spanish•

French•

Managed IT service delivery for government applications, ensuring compliance with

public sector regulations.

•

Developed and implemented IT service management frameworks aligned with best

practices.

•

Collaborated with department heads to assess service delivery needs and improve IT

support.

•

Monitored service performance and reported findings to senior management for

strategic decision-making.

•

Facilitated training sessions on IT service protocols and standards for staff.•

Led initiatives that resulted in a measurable increase in public satisfaction with IT

services.

•

Provided technical support for county government IT systems, achieving a resolution

rate of 95% within SLA.

•

Documented service requests and resolutions to build an effective knowledge base.•

Coordinated with vendors for timely service delivery and support.•

Participated in IT service audits to ensure compliance with regulations.•

Assisted in the development of service delivery strategies tailored for public services.•

Monitored performance metrics and provided recommendations for service

improvement.

•

Improved service delivery response times by 30% through the implementation of a

new ticketing system.

•

Awarded 'Outstanding Employee' for exceptional service delivery in the public sector.•

Successfully led projects that enhanced IT service accessibility for the community.•


