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PROFESSIONAL SUMMARY
Senior Application Support Engineer with 8+ years of experience supporting mission-critical enterprise, SaaS, fintech, HCM, and data platforms. Strong background in L2/L3 production support, Sev-1/Sev-2 incident management, root-cause analysis, SQL/database troubleshooting, SLA-driven operations, deployments, access administration, monitoring, and customer-facing technical communication. Experienced partnering with Engineering, Product, QA, Customer Success, and business stakeholders to stabilize systems, resolve escalations, improve support processes, and protect service continuity.
CORE EXPERTISE
	Support & Operations
	L2/L3 Production Support, Incident Management, Sev-1/Sev-2 Response, RCA, SLA Management, On-Call Operations, Escalation Handling, Customer-Facing Support

	Platforms & Cloud
	SaaS Platforms, Financial Systems, HCM Systems, Google Cloud Platform (GCP), VDI Administration, Linux Environments

	Databases & Data
	SQL, Microsoft SQL Server (SSMS), SAP HANA, SAP Sybase IQ, SAP CRM (CIF), Toad for Oracle, IHUB

	Monitoring & Workflow
	Datadog, SAP Solution Manager (SOLMAN), ServiceNow, Jira Service Management, Jira

	BI / Deployment Tools
	Power BI / BOBJ, Tableau, SAP Data Services, Informatica Applications, Visual Studio, Visual Studio Code, Visio

	Languages
	SQL, C#, ASP.NET, Java, HTML5, CSS3



SELECTED IMPACTS
Restored access for 1,000+ students by resolving a widespread .NET patch conflict and minimizing operational downtime.
Resolved a critical payroll-related system issue impacting 5,000+ salary payments through structured analysis and cross-team coordination.
Mitigated a high-impact Asian market incident, supporting timely reporting and avoiding potential sanctions for missed reporting periods.
Led a SQL update affecting 12 million CIBC clients, improving data accuracy and reducing manual remediation effort.
Authored 20+ knowledge articles and training resources to improve onboarding, reduce knowledge gaps, and strengthen support consistency.

PROFESSIONAL EXPERIENCE
	L2 Software Support Engineer, Ataccama - Remote
	Aug 2025 - Present


Manage 30+ active L2 support cases while triaging 4-5 new Jira Service Management tickets daily, prioritizing minor to blocker issues across SLA response windows ranging from 1 to 24 hours.
Troubleshoot Ataccama ONE issues across configuration, connectivity, SSL/certificates, permissions, integrations, and customer environments, converting technical findings into clear customer-facing resolution steps.
Coordinate escalations and operational requests with Engineering, Product, Customer Success, and SMEs, including evidence gathering, workaround validation, environment restarts/reboots, deployment actions, and regional scheduling.
Strengthen support consistency by documenting investigation findings, known product behavior, customer-ready resolution steps, and escalation context to reduce repeat analysis and improve handoffs across Support, Engineering, and Customer Success.

	Application Support Analyst, Finastra - Remote
	June 2022 - Aug 2025


Supported enterprise financial, BI, and data platforms across development, UAT, and production environments, managing 10-20 daily deployments for BOBJ/Power BI, Tableau, and SAP Data Services.
Administered Google Cloud Platform for 100+ virtual desktops, including provisioning, access management, onboarding/offboarding, certificate renewals, and operational support.
Performed daily health checks using Datadog and SAP Solution Manager, proactively investigating system issues, unauthorized login attempts, and platform stability concerns.
Maintained and supported enterprise databases and applications including SAP HANA, SAP Sybase IQ, SAP CRM (CIF), IHUB, and related data/reporting tools.
Trained new hires and authored 20+ knowledge articles to improve onboarding, reduce repeat questions, and increase support team efficiency.
	Application Analyst, Ceridian - Remote
	Sept 2021 - June 2022


Supported HCM and payroll-related application issues, troubleshooting production incidents, user-reported problems, and business-impacting workflow errors.
Resolved a critical system error affecting 5,000+ employee payments by analyzing issue patterns, coordinating resolution, and supporting operational recovery.
Created training documentation for 50+ cases and consistently exceeded productivity targets through structured case management and efficient resolution practices.
Canadian Imperial Bank of Commerce (CIBC)	Jan 2018 - Aug 2021
Application Developer, CIBC – Remote, Mar 2020 – Aug 2021
· Mitigated a high-impact incident for the Asian region, ensuring timely reporting and avoiding sanctions.
· Successfully executed a Hong Kong project, developing a new module for the ETL process, effectively correcting previous errors.
· Collaborated with system designers for optimal application development and maintenance.
Application Developer, CIBC – Toronto, ON, Dec 2019 – Mar 2020
· Led an SQL update project affecting 12 million CIBC clients, translating into multi-million-dollar savings. 
· Enhanced efficiency by 30% by streamlining communication of requirements to the Quality Assurance team.
· Integral part of the team deploying a new app launch procedure for over 2 million high-value clients.
Technical System Analyst, CIBC – Toronto, ON, May 2019 – Dec 2019
· Expedited testing processes by 15% by rewriting 400+ manual test cases for automation in just one week.
· Collaborated with cybersecurity on hardware certification and CIBC Square updates.
· Played a pivotal role in patching and rebuilding production servers to support internal applications.
Test Analyst, CIBC – Toronto, ON, Jan 2018 – Aug 2018
· Managed the VDI project, transitioning 200 physical machines to 130 virtual ones with minimal disruptions.
· Led large-scale projects through rigorous analysis and troubleshooting, efficiently managing 20 daily ServiceNow incidents. Enhanced Java test cases, achieving a 20% reduction in testing time.
· Pioneered a novel Women's Network in CIBC project, impacting and benefiting 1,000+ women at CIBC.

EDUCATION
	Bachelor of Technology, Software Engineering - McMaster University, Hamilton, ON
	Sept. 2019 - June 2024

	Advanced Diploma, Software Engineering Technology - Centennial College, Toronto, ON
	Jan. 2017 - Apr. 2019



