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SUMMARY

Dedicated Technical Support Specialist with over 5 years of experience in providing top-notch support to clients in the

telecommunications industry. My background includes a deep understanding of telecom systems, network configurations,

and customer relationship management software. I excel in troubleshooting complex technical issues and have a proven

track record of resolving customer inquiries efficiently, resulting in increased customer satisfaction and retention.

WORK EXPERIENCE

Technical Support Specialist Telecom Innovations Inc. Jan 2023 - Present

Provided technical support for over 500 clients, resolving issues with a 95% satisfaction rate.

Utilized CRM software to track customer interactions and ensure follow-up on unresolved issues.

Collaborated with the engineering team to troubleshoot network outages and implement effective solutions.

Conducted training sessions for new hires on customer service best practices and technical troubleshooting.

Analyzed support ticket trends to identify areas for service improvement, reducing average response time by 30%.

Maintained thorough documentation of support processes and solutions to enhance team efficiency.

Customer Support Agent Global Connect Services Jan 2020 - Dec 2022

Handled an average of 100 support calls daily, addressing technical inquiries and providing solutions.

Documented customer feedback to help the product team improve service offerings.

Assisted customers in troubleshooting internet connectivity issues using diagnostic tools.

Recognized as 'Employee of the Month' for outstanding performance and commitment to customer satisfaction.

Participated in cross-departmental meetings to streamline support processes and enhance service delivery.

Achieved a 20% reduction in call resolution time through effective problem-solving techniques.

EDUCATION

Bachelor of Science in Information Technology Sep 2019 - Oct 2020

ADDITIONAL INFORMATION

Technical Skills: Customer Service, Technical Troubleshooting, CRM Software, Network Configuration, Communication

Skills, Team Collaboration

Awards/Activities: Implemented a new ticketing system that improved response times by 25%.

Awards/Activities: Received multiple commendations from management for outstanding customer feedback scores.

Awards/Activities: Developed a knowledge base that reduced the training time for new employees by 15%.

Languages: English, Spanish, French


