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SUMMARY

Dedicated Systems Support Engineer with over 8 years of experience in the IT industry, skilled in providing comprehensive

support and solutions to enhance system performance and reliability. Proven track record of collaborating with cross-

functional teams to analyze and resolve complex technical issues in a timely manner. Proficient in managing system

upgrades and migrations while ensuring minimal disruption to business operations.

WORK EXPERIENCE

Senior Systems Support Engineer Tech Innovations Ltd. Jan 2023 - Present

Led the implementation of a new ticketing system that decreased response time by 30%.

Managed a team of junior engineers, mentoring them in troubleshooting and problem resolution.

Conducted regular system audits and performance tuning, resulting in a 20% increase in efficiency.

Developed and documented standardized procedures for system maintenance and incident response.

Collaborated with software developers to test and deploy new applications smoothly.

Provided technical support for over 500 users, resolving issues with a 95% satisfaction rating.

IT Support Specialist Global Solutions Corp. Jan 2020 - Dec 2022

Troubleshot hardware and software issues across multiple platforms, enhancing user experience.

Implemented remote support solutions, reducing onsite visits by 40%.

Maintained detailed records of support requests and resolutions for future reference.

Assisted in the deployment of new infrastructure, ensuring system security and integrity.

Created user guides and documentation to facilitate better understanding of systems.

Partnered with the IT team to develop disaster recovery plans, ensuring business continuity.

EDUCATION

Bachelor of Science in Information Technology, University of Technology, 2014 Sep 2019 - Oct 2020

ADDITIONAL INFORMATION

Technical Skills: System troubleshooting, User support, Network configuration, Performance tuning, Documentation,

Team leadership

Awards/Activities: Awarded 'Employee of the Month' for exceptional customer service and technical support.

Awards/Activities: Successfully reduced system downtime by 15% through proactive monitoring and maintenance.

Awards/Activities: Instrumental in a project that migrated legacy systems to cloud-based solutions, improving access

and scalability.

Languages: English, Spanish, French


