
Maurice Lewis
386-285-4584 | mblewis84@yahoo.com | 1606 LPGA BLVD Apt 2415 Daytona Beach, FL 32217

Objective
Customer-focused IT professional with over 10 years of experience providing high-quality end-user technical support in fast-paced, 7x24x365 environments. Seeking a Service Desk Agent role to apply expertise in troubleshooting enterprise software and hardware, achieving high first-call resolution rates, and delivering exceptional customer service through empathy, urgency, and detailed incident documentation. Committed to streamlining processes, resolving conflicts, and supporting enterprise systems with professionalism and composure.

Professional Experience
Apple Inc. | Home Office
Senior Advisor | September 2013 – Present
Customer Service Senior and End-User Support
Answer 30–40 incoming calls weekly, delivering empathetic phone support to resolve complex iOS and macOS issues, achieving a 95% first-call resolution rate.
Build rapport and trust with end-users, ensuring a positive customer support experience, with 90% satisfaction in post-call surveys.
Produce accurate, detailed documentation for client, problem, and incident records in call tracking systems, reducing follow-up inquiries by 15%.
Technical Troubleshooting and Incident Management
Assess, triage, and resolve hardware/software incidents, leveraging knowledge base tools to achieve 90% resolution within initial contact.
Conduct investigation, diagnosis, and recovery for enterprise system issues, minimizing repeat escalations by 20% through proactive solutions.
Provide after-hours and weekend support in a 7x24x365 environment, maintaining professionalism under high-pressure conditions.
Process Improvement and Team Collaboration
Identify opportunities to streamline agent processes, contributing to a 15% reduction in case escalation rates through optimized knowledge base usage.
Mentor 10–15 Tier 1 agents weekly, enhancing team performance by 25% via training on technical support and customer service principles.
Communicate issue status promptly to end-users, ensuring transparency and reducing resolution time by 10%.
Delta Air Lines | Atlanta, GA
Senior Technician | April 2007– September 2013
End-User Technical Support and Incident Resolution
Provided high-quality support for 200+ enterprise systems, resolving 50–60 hardware/software incidents weekly with a 95% first-contact resolution rate.
Performed triage and business impact evaluations, resolving 90% of system outages within 30 minutes to minimize operational disruptions.
Educated end-users on enterprise software/hardware, improving user confidence and reducing repeat issues by 10%.
System Maintenance and Diagnostics
Monitored and maintained enterprise IT infrastructure, achieving 99.9% uptime through proactive diagnostics and repairs.
Installed, modified, and ran diagnostic programs for hardware/peripherals, ensuring compliance with enterprise standards and security protocols.
Documented incidents and system audits with precision, supporting 100% compliance in internal and external reviews.
Customer Service and Communication
Delivered empathetic and professional support via phone and in-person, maintaining composure in high-pressure situations and building trust with end-users.
Provided timely status updates, reducing follow-up inquiries by 15% through clear communication and urgency in resolution.

Education
Omni Tech | Atlanta, GA
Certificate in Information Technology | September 2005
High School Diploma | Atlanta, GA
High School Diploma | June 2002

Skills
Technical Expertise: Enterprise Software/Hardware Troubleshooting, iOS, macOS, Windows, Network Systems, Incident Triage
Customer Service: Empathy, Conflict Resolution, Rapport Building, End-User Education, Call Tracking Documentation
Tools: IT Ticketing Systems, Knowledge Base Tools, Remote Desktop Support, Diagnostic Programs
Soft Skills: Teamwork, Attention to Detail, Professionalism, Communication, Problem-Solving in High-Pressure Environments
Availability: Flexible for Variable Shifts (Evenings, Weekends, Public Holidays)


