CONTACT

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

Q@ San Francisco, CA

SKILLS

Network troubleshooting
Customer communication
Technical documentation
Team collaboration
Training

Problem-solving

LANGUAGES

o English
e Spanish

e French

MICHAEL ANDERSON

TECHNICAL SUPPORT ENGINEER

PROFILE

Detail-oriented Technical Support Engineer with over 6 years of experience in
the telecom industry. Demonstrated expertise in diagnosing and resolving
hardware and software issues for clients while providing outstanding
customer support. Skilled in managing complex technical inquiries and
maintaining high customer satisfaction levels. Proficient in various diagnostic
tools and technologies, with a strong commitment to improving operational
efficiency.

EXPERIENCE

TECHNICAL SUPPORT ENGINEER

Telecom Innovations

2016 - Present

¢ Diagnosed and resolved technical issues related to network connectivity for
over 500 clients.

o Utilized diagnostic software to identify hardware malfunctions and recommend
appropriate solutions.

¢ Provided training and support for new software applications to clients and
internal teams.

¢ Maintained detailed records of client interactions and technical issues in the
support database.

¢ Developed troubleshooting guides that improved first-call resolution rates by

25%.
EDUCATION

¢ Achieved recognition for outstanding customer service and team
BACHELOR OF SCIENCE IN COMPUTER CellEseETEn.

SCIENCE, STATE UNIVERSITY, 2013
CUSTOMER SUPPORT SPECIALIST

Tech Communications
ACHIEVEMENTS 2014 - 2016

¢ Handled incoming technical inquiries and resolved issues via phone, email,
and chat.

» Improved client retention rates by 15%
through exceptional service delivery.

e Documented client issues and solutions in the knowledge base to improve

Developed a training program for new team efficiency.

hires, reducing onboarding time by . . . . "
20% ¢ Assisted in the rollout of new telecom services, ensuring a smooth transition

. . . for clients.
Received multiple commendations for

outstanding customer service from
management. o Participated in team meetings to discuss service improvements and share best
practices.

e Collaborated with the IT department to escalate and resolve critical issues.

e Recognized for achieving a 98% customer satisfaction score during quarterly
reviews.




