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SUMMARY

Dedicated Systems Support Analyst with over 5 years of experience in providing technical support and implementing IT

solutions for mid-sized organizations. Proven ability to troubleshoot complex issues, enhance system performance, and

improve user satisfaction. Adept at collaborating with cross-functional teams to deliver high-quality service and support.

Skilled in system administration, network configuration, and user training.

WORK EXPERIENCE

Systems Support Analyst Tech Innovations Inc. Jan 2023 - Present

Provided comprehensive support for software and hardware issues, reducing ticket resolution time by 30%.

Collaborated with IT teams to deploy system upgrades and patches, ensuring minimal downtime.

Conducted training sessions for end-users, improving user competency by 25%.

Managed system backups and recovery processes, achieving a 99.9% data availability rate.

Developed and maintained technical documentation for processes and procedures.

Implemented a new ticketing system that increased support team efficiency by 40%.

Technical Support Specialist Global Networks LLC Jan 2020 - Dec 2022

Resolved over 500 customer support tickets in a year, maintaining a customer satisfaction rate of 95%.

Assisted in the migration of legacy systems to cloud-based solutions, enhancing accessibility.

Monitored system performance metrics and recommended improvements that reduced downtime by 20%.

Trained new staff on troubleshooting techniques, boosting team productivity.

Participated in cross-departmental projects to improve service delivery processes.

Created user-friendly guides and FAQs that reduced support inquiries by 15%.

EDUCATION

Bachelor of Science in Information Technology from University of Technology, 2015 Sep 2019 - Oct 2020

ADDITIONAL INFORMATION

Technical Skills: Technical Support, System Administration, Troubleshooting, User Training, Network Configuration,

Documentation

Awards/Activities: Received 'Employee of the Month' award three times for outstanding service.

Awards/Activities: Led a project that decreased system downtime by 50%.

Awards/Activities: Implemented a new training program that enhanced user satisfaction scores by 30%.

Languages: English, Spanish, French


