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Senior Technical Support Engineer

Dynamic Technical Support Specialist with over 9 years of experience in the IT industry. | have extensive expertise in providing
support for cloud-based solutions and enterprise software applications. My career has been dedicated to enhancing user
experience through effective troubleshooting and proactive client engagement. | excel at analyzing complex technical issues and
delivering solutions that align with organizational goals.

WORK EXPERIENCE

Senior Technical Support Engineer | Cloud Solutions Corp. Jan 2022 - Present

» Provided support for a cloud-based platform, assisting over 1,000 enterprise clients with technical issues.
» Conducted in-depth technical analysis to resolve issues, achieving a 95% first-contact resolution rate.

» Collaborated with development teams to implement software updates and improve system performance.
» Designed and implemented training programs for new employees, enhancing team efficiency.

* Managed escalated support cases, ensuring prompt resolution of critical issues.

» Created and maintained comprehensive support documentation for internal use.

Technical Support Specialist | Enterprise Solutions Inc. Jul 2019 - Dec 2021

» Assisted clients with enterprise software issues, achieving a 90% satisfaction rate in support surveys.
« Utilized monitoring tools to proactively identify and resolve potential technical problems.

« Trained users on software functionalities, enhancing overall client engagement.

» Participated in cross-functional teams to develop strategies for service improvement.

* Maintained a knowledge base that facilitated faster issue resolution.

» Recognized for excellence in customer service through multiple performance awards.

SKILLS

Cloud Solutions Support Technical Troubleshooting User Training Analytical Skills Interdepartmental Collaboration

Documentation

EDUCATION

Bachelor of Science in Information Systems 2015 - 2019
University

ACHIEVEMENTS

» Improved customer retention rates by 30% through exceptional support and relationship management.
* Led a project that streamlined technical support processes, reducing resolution time by 20%.

» Received recognition for outstanding performance and contributions to team success.

LANGUAGES

English Spanish French



