Illustrative example from luceria.careers: Jordan Castellano-Reyes (fictional). Every person, employer, date and figure is fictional. Replace all of it with your own, and delete this note.
Jordan Castellano-Reyes
IT Support Technician · Help desk, Windows and macOS endpoints, Active Directory · A.A.S. Information Technology
Columbus, Ohio · 555-0148 · jordan.cr@example.com
Profile
Entry-level IT support technician with 18 months on a fictional college help desk, resolving around 25 tickets a week across password resets, Wi-Fi, printing and classroom equipment, with first-contact resolution of roughly 70 percent in the last two semesters. Comfortable with Windows and macOS endpoints, supervised Active Directory account tasks and a ticketing system with SLA timers. Completed an A.A.S. in Information Technology in May 2026; a vendor-neutral foundation certification exam is scheduled for December 2026.
Experience
Student Help Desk Technician (part time, tier 1) — Fictional State Community College, IT Services
January 2025 – June 2026
Campus help desk serving about 6,000 students and 400 staff; 20 hours a week during semesters.
1. Resolved around 25 tickets a week (password resets, multi-factor enrollment, Wi-Fi, printing, classroom projectors), closing roughly 70 percent at first contact in the last two semesters.
1. Met the 4-hour first-response SLA on every ticket assigned in the spring 2026 semester and escalated hardware and network issues to tier 2 with a written summary of the steps already tried.
1. Imaged and enrolled 120 loaner laptops over the summer of 2025 using the college's imaging process and MDM tool, with a checklist that cut setup time per device from about 45 minutes to 20.
1. Performed Active Directory account tasks under supervision (password resets, unlocks, group membership) for around 40 users a week, following the access-request approval process every time.
1. Wrote six knowledge-base articles for the student self-service portal; the multi-factor enrollment article is the most viewed, and enrollment tickets fell by about a quarter the semester after it was published.
Electronics Department Associate (part time) — a fictional consumer electronics retailer
June 2023 – December 2024
Sales floor and customer tech-setup counter.
1. Set up and troubleshot around 15 customer devices a week at the tech counter (phones, laptops, home routers), explaining each fix in plain language.
1. Processed device returns and warranty paperwork with no errors flagged in the store's monthly audits during 2024.
Education
A.A.S. Information Technology, Fictional State Community College, May 2026 (GPA 3.6)
Coursework: networking fundamentals, operating systems, scripting basics (PowerShell, Bash), security fundamentals
Certifications (optional for this role)
Vendor-neutral IT foundation certification: exam scheduled for December 2026 (in progress)
Campus IT Services customer-service training, 2025
Skills
Ticketing system: queue triage, SLA timers, escalation notes · Windows and macOS endpoint troubleshooting · Active Directory account administration (supervised) · Device imaging and MDM enrollment · Networking basics: Wi-Fi, DHCP, DNS, VPN client setup · Knowledge-base writing and plain-language customer communication · Scripting basics: PowerShell, Bash

Why this example is written this way
The help desk job is written as production support, not a student job
Hiring managers for an entry-level IT support technician want to know whether the applicant has worked a real ticket queue. The campus desk is described in the vocabulary a corporate desk uses: queue, SLA, first-contact resolution, escalation to tier 2, knowledge base. Ticket volume and the SLA record are the proof; the word 'student' appears once, in the job title.
Each tool category appears with a verb and a scope
'Familiar with Active Directory' cannot be checked. 'Performed account tasks under supervision for around 40 users a week, following the access-request approval process' tells a manager the exact level of access held and that the technician respects change control. Imaging and MDM get the same treatment: how many devices, which process, what changed.
Certifications are shown honestly as optional and in progress
No license or registration is required for this occupation in the US, and the Occupational Outlook Handbook says employers may require certifications in the products they use. The resume therefore names a vendor-neutral foundation certification as scheduled, not held, in a separate section where it cannot be mistaken for a credential already earned.
The retail job earns two bullets because it is customer-facing tech support
A technician's day is explaining fixes to stressed people. The electronics counter shows that habit with a volume figure and an accuracy record, then stops. Stocking and promotions are left off so the page stays about the target job.
Bullet rewrites and the evidence behind them
Before: Helped students with computer problems at the help desk.
Evidence question: How many tickets, of what kinds, and how often did you solve them without escalating?
Evidence (fictional): Around 25 tickets a week: password resets, multi-factor enrollment, Wi-Fi, printing, classroom projectors; roughly 70 percent closed at first contact in the last two semesters.
After: Resolved around 25 tickets a week (password resets, multi-factor enrollment, Wi-Fi, printing, classroom projectors), closing roughly 70 percent at first contact in the last two semesters.
Before: Set up laptops for the college.
Evidence question: How many devices, using what process, and what did your work change about the process?
Evidence (fictional): 120 loaner laptops over the summer of 2025; imaged and enrolled through the college's imaging process and MDM tool; wrote a checklist; setup time per device fell from about 45 minutes to 20.
After: Imaged and enrolled 120 loaner laptops over the summer of 2025 using the college's imaging process and MDM tool, with a checklist that cut setup time per device from about 45 minutes to 20.
Before: Wrote documentation.
Evidence question: What did you write, for whom, and did it change the ticket volume?
Evidence (fictional): Six knowledge-base articles for the student self-service portal; the multi-factor enrollment article is the most viewed; enrollment tickets fell by about a quarter the following semester.
After: Wrote six knowledge-base articles for the student self-service portal; the multi-factor enrollment article is the most viewed, and enrollment tickets fell by about a quarter the semester after it was published.
Full explanation, transferable skills and occupation notes: https://luceria.careers/examples/it-support-technician-resume-example
Edition 1.0, 2026-11-04.
