MIA TAYLOR

Help Desk

e PROFESSIONAL SUMMARY

With a decade of extensive experience in Help Desk support, |
specialize in delivering exceptional customer service and resolving
complex technical issues efficiently. My expertise includes training
end-users, optimizing workflows, and ensuring seamless
communication between technical teams and clients. | am dedicated
to fostering a positive user experience and driving continuous
improvement in support processes.

€) WORK EXPERIENCE

Help Desk
Maple Leaf Consulting

£ Jun/2019-Ongoing
X Toronto, ON

1. Collected and analyzed user feedback to identify and resolve
technical issues promptly.

2. Provided clear communication of troubleshooting steps and
solutions to users.

3. Assisted in the development of user guides and training materials
for staff.

4. Monitored support ticket system to ensure timely responses and
escalations.

5. Conducted regular training sessions for team members to enhance
service delivery.

6. Generated reports on support metrics to improve performance and
user satisfaction.

7. Collaborated with IT teams to implement system updates and
enhancements.

Help Desk
Lakeside Apparel Co

£ Jun/2015-Jun /2019
K Chicago, IL

1. Provided Help Desk support to over 200 personnel, ensuring
efficient problem resolution.

2. Managed classified materials with strict adherence to security
protocols.

3. Drafted and circulated over 250 critical messages daily to support
operations.

4, Troubleshot and maintained communication circuits, achieving
100% uptime.

5. Led efforts resulting in a 100% success rate for information
collection flights.

6. Facilitated training for new staff on help desk procedures and
systems.

() EDUCATION

Bachelor of Science in Information
Technology

& Jun/  Jun/
2012 2015

Tech University X Santa Monica, CA

Focused on technical support and systems management.
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Technical Proficiency
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Technical Writing
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Itil Framework

Service Level Agreements

Customer Relationship

System Configuration
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€) INTERESTS

& Podcasts (& Language Learning

JJ Dancing @ Cycling

() STRENGTHS

Z Intuition ll & Leadership
&+ Mentorship

LANGUAGES

'80%) '80%, '80%,

English French Italian

€) ACHIEVEMENTS

Z‘t Achieved a 95% customer satisfaction
rating through effective problem
resolution and follow-up.

“fy Reduced average ticket resolution time by
30% by implementing streamlined
processes.
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