Isabela Cardoso

isabela.cardoso@email.com
Charlotte, NC
linkedin.com/in/isabelacardoso

SUMMARY

(555) 154-3608
isabelacardoso.com
isabelacardoso.com/portfolio

SKILLS

IT Support Specialist with 6 years supporting 1,800-employee
enterprise IT environments. Maintained 96% first-call resolution
across 22,000 tickets and cut average handle-time 38% via
knowledge-base automation. Holds CompTIA A+, Network+, and
Microsoft Certified: Modern Desktop Administrator (MD-100/101)
certifications.

EXPERIENCE

IT Support Specialist

Bank of America

Tier 2 support specialist on 14-person team supporting 1,800
consumer-banking branch employees.

= Aug 2021 - Present © Charlotte, NC

* Maintained 96% first-call resolution across 22,000 tickets in
ServiceNow, exceeding team SLA target of 88%.

* Cut average handle-time 38% (from 21 to 13 minutes) by authoring 86

knowledge-base articles adopted as canonical reference.

* Reduced password-reset tickets 71% by deploying Microsoft Self-
Service Password Reset to 1,800 users.

* Mentored 4 Tier 1 technicians; all 4 promoted to Tier 2 within 12
months under structured pairing program.

IT Help Desk Technician
Wells Fargo

Tier 1 support technician supporting 800-employee retail-banking site.

f59 Jun 2018 - Jul 2021 © Charlotte, NC

* Resolved 28 daily tickets at 89% first-call resolution and 4.7/5 user-

satisfaction score.

* Built 14 PowerShell scripts that automated common AD account-
management tasks, saving ~6 admin-hours per week.

ServiceNow ITSM

Active Directory & Group Policy
windows 10/11 Support
PowerShell Scripting

Microsoft 365 (Exchange, Teams)
VPN, MFA, SSO Support
Knowledge-Base Authoring

Customer Service & ITIL Practices

EDUCATION

Bachelor of Science

University of North Carolina at Charlotte
{59 Aug 2014 - May 2018 © Charlotte, NC
Information Technology * GPA: 3.6/4.0



