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Creative, alert, eager IT Specialist with 5 years’ experience in Batch operations, Batch management and Production support specializing in Incident, Problem, Change management and process improvement. Key qualifications include:
· Experience in handling critical SLA
· Effective on working under pressure
· Efficient in working on fast paced environment
· Experience in analyzing procedure and system workflows

PROFESSIONAL EXPERIENCE

Title:
APPLICATION SUPPORT SERVICE ANALYST

Company: 
Redcore PTY Limited | Makati City, Philippines

Date: 
Since November 05, 2014

Fields of Activity:  
System Analysis


Root Cause Analysis


Incident Management


Escalation
Gained Skills:
ITSM such as:

BMC Remedy


BMC Footprints


BMC Control M version 8


Support tools:


Virtual Machine

Additional Details: 
Roles and responsibilities are as follows:

· Execute System Administration, Incident Management and Service Request Process.
· Provides initial assessment of categorization and prioritization for reported Incidents and Service Requests and provides initial support, targeting a higher level of first contact resolution. 
· Maintains ownership of Incidents, ensuring status update and resolution according to SLA.
· Execute issue trouble-shooting replication and root-cause analysis, utilizing internal tools and vendor knowledge-bases. 
· Escalate unresolved Incidents to the relevant vendor via the approved vendor escalation mechanisms.
· Proactively monitor Incidents through to resolution.
· Conduct online walkthrough or meeting via Webex or gotomeeting with the vendors/suppliers with the client and vice versa 
Title:
TECHNICAL LEAD
Company: 
Manulife Business Processing Services | Quezon City Philippines

Date: 
June 2014 – November 2014
Fields of Activity:  
Change Management


Problem Management

Technical Coaching

Technical Documentation


Continual Process Improvement


Process Improvement 
Gained Skills:
People management


Technical Writing


Coaching


Leadership
Additional Details: 
 Role and Responsibilities are as follows:
· Monitor daily performance of IT Specialist and Senior IT Specialist
· Act as the internal point of contact to IT Specialist and Senior IT Specialist for any technical issue
· Represent the team in a division wide daily conference call to report the daily batch status and discuss existing issue. 
· Ensure high quality of technical work being performed by the team o Assign tasks among the team members on the daily basis
· Keeping technical documentations up-to-date o Securing SLA for all critical tasks
· Ensuring all incidents and service request are equally distributed within the team o Ensuring each team member is following the Standard Operating Procedure
· Approve and assign change tickets among team members
· Verify production change before and after the implementation
· Train/Mentor new hires or junior team member
· Propose to take lead in implementing process improvements
· Motivate team members to perform better for the benefit of their own growth
Title:
IT SPECIALIST

Company: 
Manulife Business Processing Services | Quezon City Philippines
Date: 
April 2011 – May 2014
Fields of Activity:  
Batch Management


Incident Management


Service Request (Email/Phone)


Adhoc Requests


Production System Implementation


System Monitoring


System Operator


System Testing(UAT/DEV/PROD)


Market Price Update


Escalation

Gained Skills:
Workload scheduling tools:

Control M ver.7

Microsoft SQL server 2008


Mainframe


CA Workload automation v11

Production Support Tools:

PVCS Version manager 
INI file structure
FTP/SFTP


System Software:


Unix administration


Windows Server


Remote Desktop

Additional Details: 
Roles and Responsibilities are as follows:
· Monitor all job scheduling environments for Investment Systems and proprietary scheduling systems. 
· Monitor Batch on all Platforms. (Mainframe, Midrange). 
· Investigate and analyze events in Windows and Unix environment. 
· Monitor Manage File Transfer for FTP/SFTP. 
· Respond to batch exceptions and follow Level 1 diagnosis/resolution instructions. 
· Perform resolution/recovery steps based on documentation or as directed by Level 2 support also Manage and maintain BOC run book. 
· Communicate with the 3rd party service providers or external application support as required to resolve primary issues such as file delay, service account issues, etc… 
· Execute Adhoc procedures as requested by systems support. 
· Provide daily status reporting and weekly issue reporting. 
· Apply temporary schedule adjustments as requested by systems support. 
· Schedule jobs based on business requirements. 
· Implement and promote production jobs to UAT, DEV and PROD environments 
· Respond to Investment production concerns, inquiry and On-demand request via email and phone
· Update/Open Incident Tickets for all monitoring alerts and processing errors/failures and follow procedures to close or assign to appropriate support team. 
· Escalate unresolved batch issues to Level 2 support in a timely fashion. 
· Investigate, resolve, and perform follow-up tasks on system and related problems as defined by policy, standards, and/or service level agreements. 
Title:
BATCH OPERATOR
Company: 
Sumisho Motor Finance | Makati City, Philippines

Date: 
February 2010 – April 2011
Fields of Activity:  
 Batch Monitoring


Vendor Escalation


Incident management


System User Administration
Gained Skills:
Windows batch monitoring


Batch cycle process


Incident management


Vendor escalation

Additional Details: 
Roles and Responsibilities are as follows:
· Monitor and ensure successful execution of BOD and EOD processes. 
· Ensure the batch processing, systems backup, server reboot and Job monitoring are consistently and carefully monitored. 
· Address all the issues and incidents concerning the batch process. 
· Respond to end user requests and inquiry related to system and applications procedures 
· Communicate with the 3rd party service providers concerning a FTP related issues. 
· Provide administrative support for all the application users. 
· Maintain the Company's system application by working with other function of the department 
· Provide simple user training for new application users. 
· Perform testing for the development of new and existing applications. 
· Provide inputs and recommendation for improving and developing the process. 
EDUCATION

Date :
June 2005 - October 2009


Institution: 
University of the East | Caloocan City Philippines
Degree:
Bachelor of Science in Information Technology
Thesis:
MVBS Transport System
Thesis Details:
Point of Sale and Automated Members Data Bank | Visual Basic 6.0, MS Access

Organization:
LITS, League of Information Technology Students | Creative Head 
Internship: 
Pasadena Technologies, Technical Associate
Date:
June 2004-March 2005

Institution: 
Saint Louis College of Valenzuela | Valenzuela City, Philippines
Degree:
High School Diploma
Date: 
June 2001-March 2004

Institution: 
Juan Sumulong Memorial Junior College | Taytay, Rizal, Philippines
Degree:
Freshmen to Junior high school education

Date: 
June 1995-March 2001

Institution: 
San Isidro Elementary School | Taytay, Rizal, Philippines

Degree:
Primary Education

TRAINING|CERTIFICATION|AWARDS AND RECOGNITION
Certification: 
Certified ITIL V3 Foundation in IT Service Management
Provider:
SimplyLearn
Training:
Unix Administration

Provider:
In-House Training for Manulife Business Processing Services


Training:
BMC Control-M/Enterprise Manager: Scheduling – Part 1


Provider:
In-House Web Based training for Manulife Business Processing Services


Training:
Accent Neutralization Class


Provider:
In-House Training for Manulife Business Processing Services


Award:
Certificate of Recognition for consistent and accurate performance


Provider:
Manulife Business Processing Services

Selected Skills and Tolls:


Microsoft Excel 2010 |Basic formula, Macro and Pivot tables


Presentation Skills in Microsoft Power Point 2010 

Photo editing skills in Adobe Photoshop CS4 


Research Analysis skills | Root Cause Analysis
CORE COMPETENCIES
· Applies logic to solve problems and get the job done 
· Ability to respond to the clients and anticipate their needs 
· Can make decisions and take responsibility for them 
· Ability to use and understand documents and logs 
· Ability to look outside the box and develop new strategies 
· Ability to adapt to changes while keeping focus on goals and apply knowledge to new circumstances 
· Achieves goals in a timely manner while providing excellent client service 

