CONTACT

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

Q@ San Francisco, CA

SKILLS

Network Troubleshooting
Customer Support

VolIP Technologies
Ticketing Systems

Team Collaboration

Documentation Management

LANGUAGES

o English
e Spanish

e French

EDUCATION

BACHELOR OF SCIENCE IN COMPUTER

SCIENCE

ACHIEVEMENTS

MICHAEL ANDERSON

NETWORK SUPPORT ENGINEER

PROFILE

Results-driven Technical Support Analyst with over 8 years of experience in
the telecommunications sector. Expertise in diagnosing and resolving
network-related issues, ensuring high levels of customer satisfaction. Skilled
in managing multiple support requests simultaneously while maintaining a
professional demeanor. My analytical skills allow me to troubleshoot
effectively, reducing resolution times and improving service quality.

EXPERIENCE

NETWORK SUPPORT ENGINEER

Telecom Innovations

20176 - Present

e Provided network troubleshooting and support for over 1,000 clients,
achieving a 98% satisfaction rate.

e Utilized monitoring tools to identify and resolve network outages promptly.

e Collaborated with engineering teams to design solutions that improved
network reliability.

e Developed training materials for staff on new network protocols and
technologies.

¢ Reduced average issue resolution time by 20% through process optimization.

e Maintained accurate documentation of network configurations and user
guides.

HELP DESK TECHNICIAN

Connect All Communications

2014 - 2016

¢ Handled incoming support requests via phone and email, resolving 85% of
issues on the first contact.

¢ Assisted users with configuring and troubleshooting VoIP systems.

e Participated in a team initiative that improved ticket resolution time by 30%.

Received the 'Outstanding Service
Award' for consistently exceeding client ¢ Provided feedback to management on common user issues for process
expectations. improvement.

Led a project to implement a new CRM e Set up new user accounts and configured devices for optimal performance.
system that streamlined support
processes.

e Conducted follow-ups with clients to ensure complete satisfaction with issue
resolution.

Trained new hires, enhancing their

onboarding experience and support

skills.




