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MICHAEL ANDERSON
M O B I L E  A P P L I C AT I O N  S U P P O RT E N G I N E E R

Results-driven Mobile Application Support Engineer with 4 years of experience
in providing technical support for mobile applications in the e-commerce
sector. I possess a unique combination of technical skills and customer service
expertise, allowing me to effectively address user issues while maintaining a
focus on enhancing the overall user experience. My analytical mindset enables
me to identify trends in user behavior and application performance, leading to
proactive improvements.

PROFESSIONAL EXPERIENCE

E-Com Innovations
Mobile Application Support Engineer

Mar 2018 - Present

Provided technical support for mobile applications, achieving a 92% first-call
resolution rate.

Identified and documented application bugs, collaborating with development
teams to prioritize fixes.

Analyzed user behavior data to suggest enhancements, improving user
retention by 20%.

Implemented a customer feedback system that increased user engagement
with support resources.

Participated in weekly team meetings to discuss ongoing issues and potential
solutions.

Created detailed reports on support metrics, helping to inform management
decisions.

Mobile Commerce Solutions
Technical Support Representative

Dec 2015 - Jan 2018

Assisted users with mobile application issues, maintaining an average
satisfaction rating of 4.8/5.

Trained new hires on support procedures and best practices, enhancing team
efficiency.

Collaborated with cross-functional teams to resolve complex technical issues.

Monitored application performance metrics to identify areas for improvement.

Developed user guides and FAQs to assist customers in troubleshooting
common issues.

Led initiatives to improve the support process, resulting in a 15% decrease in
response times.

ACHIEVEMENTS

Technical support•

User analysis•

Application enhancement•

Customer feedback•

Reporting•

Team collaboration•

English•

Spanish•

French•

Bachelor of Science in Information
Systems, State University, 2017

•

Recognized for achieving the highest customer satisfaction scores in the
department.

•

Successfully reduced average resolution time by 30% through process
improvements.

•

Developed a knowledge base that decreased training time for new hires by 20%.•


