SOPHIA BROWN

PROFESSIONAL SUMMARY

Technical Support Executive with 7 years of experience in
troubleshooting and resolving complex technical issues. Proven
ability to enhance customer satisfaction through effective
communication and problem-solving skills.

WORK EXPERIENCE

Technical Support Executive £ Jan / 2021-Ongoing

—

X Phoenix, AZ

. Managed technical support operations, ensuring timely resolution

of customer issues.

. Developed and maintained technical documentation for

troubleshooting procedures.

. Provided training and mentorship to junior support staff, improving

team performance.

. Collaborated with cross-functional teams to identify and resolve

product issues.

. Analyzed support metrics to identify trends and implement process

improvements.

. Conducted regular follow-ups with customers to ensure

satisfaction and gather feedback.

7. Utilized ticketing systems to track and prioritize support requests
efficiently.
Technical Support Executive £ Jan / 2018-Jan [ 2021

—_

X Portland, OR

. Chennai, India Technical Support Executive from Nov 2007 to June

2008.

. Provided technical support for a range of software and hardware

issues, ensuring customer satisfaction.

. Received the "Applause Award” at Symantec for exceptional

customer service and issue resolution.

. Recognized as "Employee of the Month" at Kewill Solutions for

outstanding performance.

. Handled inbound and outbound calls, assisting customers with

technical inquiries.

EDUCATION
Bachelor of Science in Information & Jan/  Jan/
Technology 2015 2018

X Portland, OR

Focused on computer systems, networking, and technical support
methodologies.
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SKILLS

Technical Documentation

Remote Support

Customer Relationship

Incident Management

Technical Troubleshooting

INTERESTS
Podcasts Language Learning
Dancing Cycling
STRENGTHS
LANGUAGES
English Russian Mandarin

ACHIEVEMENTS

Reduced average response time by 30%
through process improvements.

Achieved a 95% customer satisfaction
rating in support surveys.
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