CONTACT

t. (555) 234-5678
michael.anderson@email.com

Q@ San Francisco, CA

SKILLS

Technical support
Systems integration
User training

Incident management
Documentation

Security protocols

LANGUAGES

o English
e Spanish

e French

EDUCATION

BACHELOR OF SCIENCE IN COMPUTER
SCIENCE, STATE UNIVERSITY, 2016

ACHIEVEMENTS

o Recognized for outstanding contribution
during a major software rollout.

o Streamlined the support ticket process,
reducing resolution times by 20%.

o Successfully trained over 100 staff
members on new system
implementations.

MICHAEL ANDERSON

SYSTEMS SUPPORT ENGINEER

PROFILE

Results-driven Systems Support Engineer with 5 years of hands-on
experience in managing and supporting complex IT systems in a fast-paced
environment. Adept at diagnosing and resolving technical issues, providing
exceptional customer service, and maintaining system integrity. Strong
background in system configuration, performance monitoring, and user
training. Proven ability to work collaboratively with diverse teams to deliver
high-quality technical solutions.

EXPERIENCE

SYSTEMS SUPPORT ENGINEER

Innovative Tech Solutions

2016 - Present

¢ Provided technical support for systems used by over 300 employees, ensuring
optimal performance.

e Resolved 95% of support tickets within the first contact, improving user
satisfaction.

¢ Assisted in the integration of new software applications, ensuring seamless
transitions.

e Conducted training sessions for staff on new systems and updates.

e Developed system monitoring tools that improved response time to incidents
by 25%.

¢ Collaborated with the IT team to enhance security protocols and data
protection measures.

TECHNICAL SUPPORT ASSOCIATE

Tech Support Inc.

2014 - 2016

¢ Managed front-line support for software and hardware inquiries from clients.
e Documented and tracked customer interactions to improve service delivery.

e Participated in system upgrades and maintenance, ensuring minimal
disruptions.

e Created FAQs and troubleshooting guides for common issues, reducing
repetitive inquiries.

e Engaged in problem-solving sessions with the technical team to improve
service offerings.

e Achieved a 98% customer satisfaction score through effective communication
and follow-up.



