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Summary:

Successful Operations Web hosting Tech Support in the telecom, finance and manufacturing industries. Consistently successful in supporting customers in a 24/7 envt for improved operational efficiencies and stability. Exceptional leadership, analytical and communication skills. Competency demonstrated in:

Data Center Operations ·24 X 7 Command Center ·Change Management ·System Backups System Documentation ·Client Relations ·Error Recovery ·Encryption Support ·Internal Security System Scripting ·System Monitoring

Comprehensive Technical Summary:

Skills: Linux, AS400,Windows 8, Windows 7, Windows Server, Office XP, Office 2007, Office 2013, Network, Solar winds, Twilio, Remedy, SAP, PowerBI, ERP, Splunk, Net Suite, Slack, Saas, AWS, Sales Force, Jira, teams, BMC Remedy, Service Now.

Fiery LLC                                                                                                            OCT2023-FEB2024
Call Center tech support: 
· Provides call center technical support in a collaborative work environment utilizing phone as well as chat, text, chat and email communication methods.
· Utilizes correct escalation procedures on all irresolvable issues outside the range of the support specialist’s expertise.
· Evaluates incoming issues and gives assistance utilizing the appropriate support information and documentation using SOP’s and SLA’s.
· Utilizes team collaboration, diagnostic tools, service aids, product schematics, and all other available product information in the assessment and resolution of equipment failures or issues (Printers, Fiery Servers, Knowledge Base Articles,Sales, Quotes).

Abacus Solutions LLC /Fresche Solutions:                                                           March-2020-Aug2023

Computer Operator:

Assisted customers with opening (ASC/Sales Force) trouble tickets and also proactively opened tickets for monitored internet connection troubles.

Create trouble tickets for various customers, answering incoming telephone calls, responding to network alarms and customer emails, and documenting/updating customer account data.
Respond to network/systems/application incidents and activities. This includes supporting SLA commitments between Network Operations and Customers (internal and external).

Trained internal staff to help identify and resolve issues efficiently. Develop and maintain NOC policies, procedures and tools Assist customers during off-hours (24 X 7 environment).


NCR, Atlanta, GA 
Production Support                                                                                          May-2018-Aug2018
(small contract)
. Ownership of technical troubleshooting and resolution for critical production events, providing technical analysis and insight into the current condition and recommended solution by running Unix commands on (Linux-Red hat, Windows,)

• Provides direct support to Customer Service, Engineering, Product Management, QA

• Analysis of key customer service and implementation issues and subsequent recommendations for modifications to the application, interfaces, or internal procedures that will improve the production environment(Unix, Network, Database(SQL),XML, Splunk, Jira, HTML)

• Support on critical incidents(Service Now) by troubleshooting and/or working with other internal or external teams , Customers to drive issues to resolution (Knowledge base, FTP, SFTP, Firewall)


Travel Port, Atlanta, GA                                                                                      May2016-Nov2017
Operations Support:

. Monitor the status of Scheduled ESP batch jobs. Investigate and resolve a bended failed jobs.(CA Workload Director, VMConsole ,Mainframe)

. Monitoring MVS-VM, TIVOLI in a 24/7 Envt( Command Center) and responding to the Alerts Severity based on and responding to the email, phone and chat requests and resolving Technical issues by supporting Internal and External and Oversees customers, Programmers, Administrators and other users.(Hardware, Software, Network)

.Monitor batch job performance and manage workloads as required to ensure success full completion on time and on schedule. Work with clients on missing or late files and provide status updates to clients on any delayed scheduled.(SLA'S)

. Provide clear and concise written updates on status advancements during critical outages.
(Communicating through Aim, Chat, Web Ex, Skype, Email)

. Creating, maintaining and update existing Knowledge Base ( SharePoint, CRM)


Fiserv, Atlanta, GA                                                                                            May2015-Apr2016
Tier1 Support
(Small Contract)

. Monitoring the performance of UNIX, Windows servers by running commands
. Escalating issues to Diff levels based up on the issue.
Monitoring Site Scope in a 24/7 Envt( Command Center) and responding to the Alerts Severity based on and responding to the email, phone and chat requests and resolving Technical issues.
. Supporting Mainframe CPS Scheduler's by running commands and processing Jobs for the Payment's.(JES2,MVS)
. Supporting Network( Printers) and database, Mainframe applications issues and resolving or escalating to app. team members based upon the issue.(TSO, ISPF, SDSF)

(I had a Break from June 2008 to May 2015 Since I had a Baby Girl.)

Essilor Corporation, Dallas, TX                                                                          Feb2008-Jun2008 
Systems Analyst: 

· Applies intermediate knowledge of technical support procedures and processes to resolve problems for Customers and Customer Services for 17 labs
· Monitor network, server, internet services and applications to ensure availability and performance in accordance with Mirror Image Service Level Agreements (SLA)
· Utilized UNIX / Windows (SCO, Solaris, HP, Linux) knowledge in resolving Production issues, sometimes acting in place of system administrator, per troubleshooting procedures

Rice University, Houston, TX                                                                                   Nov2007-Jan2008 
Operations System Analyst(SOC/NOC) 
(Small Contract)

1. Serve as ‘Team lead’, provide oversight and direction to team members (Data Center Operations and Data Center Operations Specialists) with day-to-day activities, perform project coordination, and some task delegation, as instructed by the Manager of Data Center Operations/ Data Center Supervisor; Regularly evaluate procedures or reports, proposing alternate methods and suggest solutions with goal of continuous improvement in the operations center.

Scientific Atlanta, Cisco                                                                                          Nov2006-Jul2007
Software Engineer: 
(Contract)

Upgrade DHCT,QAM, DNCS VOD, Application Server  OS/Resapp, install Solaris patches, SA Service Packs, and perform pre-install system checks

· Working in a NOC and receiving calls from customers on various technical issues and resolving them and also supporting ingest and QC of digital media
· Upgrade Scientific Atlanta’s DBDS customer base prior to the spring time day light time change.
· Troubleshooting VOD content issues
· Troubleshooting IPTV connections which set up through a set-top
· Experience in monitoring the availability & performance of SUN/UNIX servers.

AT&T Solutions, Atlanta, Georgia                                                                             Nov2005-Nov2006 
Tier 1 Support: (NOC/SOC) 
(Contract)

Provided remote support for several hundred UNIX and NT servers located in AT&T data centers both nationally and internationally. Solaris, HP-UX, Red Hat Linux, NT4 and Win 2000 Servers

· Respond to alarms from Tier2 and diagnosed problems real time on remote servers. Corrected problems when possible. Engaged proper support personnel if it was a hardware or OS related problem (Sun Solaris, HP, Redhat Linux, AIX)
· Trouble Shooting SNMP, Routers, Switches, VOIP, Mail, DNS,DHCP for Customers and updating Ticket.

Cox Communications, Atlanta, Georgia                                                                      Jul2004-Aug2005
Systems Technician: (NOC/SOC) 
(Family Reasons)

· Monitored a production environment including over 600 Sun Solaris servers and over 200 Linux and AIX servers in geographical diverse locations
· Installed and configured Change Management software
· Install and support Coaxia1, Cat5/6 fiber and other network protocols such as DS1, DS3 Ethernet and fiber circuits and supporting and troubleshooting Firewall, IDS/IPS
· Responsible for documentation and tracking trouble tickets escalated to the SDC from Network Operations Center using Remedy Trouble Ticketing System Center
· Utilized UNIX knowledge in resolving customer issues, sometimes acting in place of system administrator, per troubleshooting procedures

Suntory Water Group, Atlanta, Georgia                                                                      Feb2002-Jul2004 
NOC TECHNICIAN/ Junior UNIX Administrator: 


Successfully maintained twenty-three production machines (SunSolaris 8) running various Oracle applications and network monitoring tools to provide 24x7 access to North American operations

· Trouble shooting VPN issues
· Delegated tasks to the appropriate team members
· Wrote shell scripts to run the backup jobs automatically
· Used media manager to mount volumes on the tape or optical storage devices in response to user requests.


Check free Corporation, Norcross, Georgia                                                                  May2001-Jan02 
Jr. NOC Administrator: 
(Contract)

· Leading internet provider of on-line banking and bill payment services. $500 million in annual revenues. Responsible for implementation of IT projects creating new business, redesigning of legacy systems to improve business efficiency, enhancing productivity / profitability, and reducing down time and errors
· Responsible for a large environment and the administration of 300 + servers. Of these 100 + were production and customer facing servers. These were a mixture of AIX, HP-UX, Solaris and Red Hat Linux, some connecting to EMC through Brocade switches.

Sprint, Atlanta, Georgia                                                                                               May2000-May01 
Network System Management Analyst: 
· User authentication and maintenance
· Repaired or replaced remote test equipment
· Maintained communications links to the remote test equipment and DCSs
· Working through wiring issues at remote locations
· Performing “Audit Trails” through the system to see what activities were being performed.

BWAY Corporation, Atlanta, GA                                                                                 Nov1999-May01 
Informix/HP-UX Tier1 Support: 
(Lay Off)

· Monitored the system load using performance tools such as glance and TOP 
· Killed runaway process on the Unix back-end of the ERP application
· Supported EDI for Customers and vendors through email, Phone, Chat.
· Played a key role in the implementation of the ERP system.


Education & Professional Development

· Gwinnett Technical Institute, Duluth, Georgia
Training in Computer Science
· Diploma in Hotel Management; Kamala Nehru Polytechnic, India
· U.S. Citizen

