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SUMMARY

Distinguished Senior Support Services Coordinator with an extensive background in managing operational workflows and

enhancing customer satisfaction within high-pressure environments. Proven expertise in developing strategic initiatives that

streamline processes and elevate service delivery standards. Demonstrates a robust ability to analyze complex issues and

implement effective solutions that align with organizational objectives.

WORK EXPERIENCE

Senior Support Services Coordinator Tech Solutions Inc. Jan 2023 - Present

Developed and implemented comprehensive support strategies that improved customer satisfaction scores by 30%.

Managed a team of 15 support specialists, providing training and mentorship to enhance service capabilities.

Utilized CRM software to track service requests, ensuring timely responses and resolutions.

Analyzed service metrics to identify trends and areas for improvement, leading to a 25% reduction in response times.

Facilitated cross-departmental collaboration to address client concerns and improve service offerings.

Prepared detailed reports for upper management on service performance and client feedback.

Support Services Specialist Global Tech Corp. Jan 2020 - Dec 2022

Provided direct support to clients, resolving inquiries and issues efficiently and effectively.

Maintained comprehensive documentation of client interactions in the support database.

Participated in the development of training materials for new support staff.

Monitored service level agreements to ensure compliance and quality standards.

Assisted in the rollout of new support management software, enhancing team productivity.

Conducted client follow-ups to ensure satisfaction with services provided.

EDUCATION

Bachelor of Science in Information Technology, University of Technology, 2017 Sep 2019 - Oct 2020

ADDITIONAL INFORMATION

Technical Skills: Customer Service, Team Leadership, Process Improvement, Data Analysis, CRM Software, Conflict

Resolution

Awards/Activities: Recognized as Employee of the Month for exceptional service delivery.

Awards/Activities: Led a project that increased customer retention rates by 20% within one year.

Awards/Activities: Implemented a new ticketing system that reduced backlog by 40%.

Languages: English, Spanish, French


