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Professional Summary
Results-driven Support Operations and Customer Care specialist with over 6 years of experience in high-volume technical support, customer retention, incident handling, and service optimization. Proven record of improving customer satisfaction, reducing churn, and ensuring operational continuity. Experienced in supervising support queues, triaging escalations, training agents, and maintaining service-level adherence. Strong technical background in content filtering technologies, endpoint troubleshooting, CRM systems, and access management. Adept at cross-functional collaboration and leading with a customer-centric, metrics-focused mindset.

Core Competencies
· Support Center Operations
· Team Leadership & Escalation Management
· Customer Care & Retention Strategy
· Technical Troubleshooting (Windows, Linux, Networks)
· Workflow & Ticket Queue Management
· KPI Tracking & Performance Reporting
· Incident Response & Case Documentation
· CRM Tools (Zendesk, Salesforce, Okta, Magento)
· Policy & Access Control Management
· Process Optimization & Training


Professional Experience
Technical Support Specialist – Netspark Ltd.
2023–2024 (Remote)
Provided Tier 1–2 technical support and security troubleshooting for a global cloud-based content filtering and safe-browsing platform. Assisted enterprise and home customers with web filtering, VPN routing, device configuration, and system policy errors.
Key Responsibilities & Achievements:
· Resolved and documented complex support cases involving URL filtering, network routing, policy conflicts, VPN settings, and content classification.
· Performed network security checks, validated threat detection accuracy, and helped clients configure safe-browsing features across Windows, macOS, and mobile endpoints.
· Identified root causes for blocked content, policy malfunctions, and agent deployment failures, reducing repeat tickets by improving configuration accuracy.
· Managed daily support queues, ensuring SLAs were met and high-priority issues received immediate escalation.
· Collaborated with engineering teams to resolve platform bugs, analyze logs, and refine filtering rules.
· Delivered clear technical explanations to non-technical customers, improving customer satisfaction and reducing unnecessary escalations.
· Maintained detailed case notes for audit and compliance requirements.








Customer Care & Retention Specialist – DIRECTV Commercial (AT&T Contractor)
2017–2020  
Served commercial clients—including hotels, restaurants, bars, and business accounts—by resolving service issues, coordinating technical dispatches, and preventing churn through targeted retention strategies.
Key Responsibilities & Achievements:
· Managed high-volume inbound support for commercial accounts experiencing outages, billing discrepancies, equipment failures, and service disruptions.
· Delivered expert troubleshooting for receivers, satellite equipment, authorization signals, multi-TV configurations, and account provisioning.
· Consistently ranked among top retention performers, reducing cancellations by offering tailored solutions, service credits, technical appointments, and contract optimization.
· Led escalation triage for complex commercial installations, routing issues to field service teams and monitoring ticket resolutions to ensure minimized downtime.
· Trained new hires on system navigation, call-flow strategy, and customer retention best practices, helping improve team efficiency and CSAT.
· Maintained strong quality scores by demonstrating empathy, problem ownership, and accurate documentation in AT&T CRM systems.
· Supported internal supervisors with queue monitoring, agent assistance, and after-call analysis.


Technical Skills
· Systems: Windows, Linux, macOS
· Security Tools: Content Filtering Systems (Netspark), Network Policy Configuration
· CRMs/Platforms: Zendesk, Salesforce, Okta, Magento
· Networking: VPN configuration, DNS troubleshooting, URL filtering logic
· Tools: Remote desktop, log analysis, ticketing systems, MS Office/Teams
· Languages: English (Fluent), Spanish (Native)

Education
Software Engineering Studies (2 Years Completed)
Universidad Tecnológica Centroamericana (UNITEC)
High School Diploma

Certifications 
· CompTIA Security + 
· NASM CPT
· Python, HTML, CSS, JavaScript, Java

