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	Priya Nair
TECHNICAL SUPPORT SPECIALIST
	Austin, TX
(512) 555-0166
priya.nair@email.com
in/priyanair-it


	SYSTEMS SUPPORTED
  Windows      macOS      iOS / Android      Active Directory      Office 365      VPN      SSO / Okta      Networking  
TICKETING & TOOLS
ServiceNow · Zendesk · Jira
Salesforce · Intercom · Slack
SUPPORT SKILLS
Troubleshooting & Triage
Root-Cause Analysis
Escalation Management
Knowledge-Base Authoring
SLA Adherence
CERTIFICATIONS
ITIL 4 Foundation
CompTIA A+
HDI Support Center Analyst
EDUCATION
B.S. Information Technology
UT Austin · 2016
		94%
CSAT
	
	90%
SLA MET
	
	-35%
MTTR
	
	50+
TICKETS/DAY


Tier 2 technical support specialist with 8 years resolving escalated hardware, software, and network issues. I diagnose fast, document clearly, and mentor Tier 1 — keeping CSAT high and SLAs met across ServiceNow and Zendesk.
EXPERIENCE
	Technical Support Specialist, Tier 2
	2021 – Present


Dell Technologies — Austin, TX
1. Resolve 50+ escalated tickets daily in ServiceNow, holding a 94% CSAT and 90% SLA compliance.
1. Cut mean time-to-resolution 35% by authoring 40+ knowledge-base articles.
1. Mentor 6 Tier 1 agents on troubleshooting and escalation, lifting team FCR to 89%.

	Technical Support Representative
	2018 – 2021


Atlassian — Austin, TX
1. Supported Jira and Confluence for 1,000+ monthly contacts via chat, email, and phone in Zendesk.
1. Diagnosed network, SSO, and integration issues with a 92% first-contact resolution.

	IT Help Desk Analyst
	2016 – 2018


Rackspace — San Antonio, TX
1. Handled 35+ daily tickets for VPN, email, and account access, maintaining a 96% QA score.




