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Professional Experience:
Senior Application Support Engineer at Paymentus — Calgary, AB (March 2025 – December 2025) 
· Provide advanced technical support for Paymentus’ flagship fintech SaaS platform, diagnosing and resolving complex application issues for enterprise clients and internal stakeholders.
· Conduct root cause analysis using SQL, Linux logs, and bash scripts to identify and remediate platform issues; deliver solutions or workarounds with minimal client disruption.
· Communicate directly with clients via Salesforce to manage support cases, ensuring professionalism, technical accuracy, and timely follow-up across issue lifecycles.
· Coordinate across technical account managers, developers, and security analysts to escalate, triage, and resolve high-impact issues while ensuring consistent communication and transparency.
· Raise and manage incidents in JIRA and other internal systems, documenting impact, timelines, and contributing to post-incident reviews for ongoing improvement.
· Enhance support workflows and reduce manual intervention by writing and maintaining internal bash scripts and automation tools.
· Participate in after-hours on-call rotations, supporting time-sensitive production issues with urgency and ownership.
Applications Support Business Systems Analyst at Sovereign Insurance (Contract) — Calgary, AB (July 2024 – March 2025) 
· Analyzed business requirements and implemented system optimizations, enhancing overall business development and efficiency.
· Provided second-level support for troubleshooting and resolving GuideWire product issues, ensuring compliance with SLA standards.
· Maintained and managed the Legacy AS400 system database, ensuring data integrity and operational continuity.
· Communicated critical issues and actionable insights to executives and management, facilitating informed decision-making.
· Administered the integration of Atlassian Confluence, successfully migrating and centralizing documentation to improve accessibility and organization.
· Led a project to integrate JIRA with ServiceNow, establishing a JIRA database and optimizing queries using JQL for enhanced automation.
· Collaborated with finance, technology, and accounting departments to gather system requirements, streamline business processes, and ensure cross-functional alignment.
· Improved training manuals, documentation, and support processes by working closely with management to restructure the knowledge base, resulting in more effective training and support.
· Reduced operational redundancies and improved SLA response times by 15%, contributing to higher service efficiency.
· Designed and managed comprehensive reports to monitor project progress and performance metrics, ensuring alignment with business objectives.
Technical Support Engineer at INSTACART (Contract) — Calgary, AB (August 2023 – March 2024) ​
· Provided 2nd level technical support in resolving problems and supporting execution plans for systems/application upgrades, patches, and bug fixes.
· Utilized RESTful APIs to ensure smooth data exchange and system interoperability.
· Ran queries against the database with PostgreSQL syntax and performed CRUD operations to make changes to client data.
· Integrated a new platform enhancing system performance and scalability resulting in a 15% reduction in load times and a 25% improvement in system reliability.
· Automated tasks on the Cloud via Kubernetes, ensuring scheduled execution of tasks such as chain syncs. ​
· Collaborated with IT teams for integration testing and assistance with production deployment. ​
· Managed website configurations, launches, implementations and integrations using Git and GitHub. ​
· Utilized JIRA to create, track, escalate, and resolve tickets for enterprise clients. 
· Python scripting for task automation, data ingestion, caching, config updates, and data export. ​
Applications Support Analyst at RESOLVER INC. — Toronto, ON (Jan. 2022 – April 2023) ​
· Provided 2nd level support to end-users for web-based applications (SSO, API, backend) and software-specific issues. ​
· Integrated new regulatory content for customers using RESTful APIs, ensuring compliance with governance, risk, and compliance standards.
· Collaborated with stakeholders on future updates and cross-trained departments on new business processes and applications.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                              
· Developed and executed PowerShell scripts for data retrieval, purging, and Active Directory management. ​
· Assisted in answering technical questions and providing insight on the SaaS/Cloud environment software. ​
· Documented new operating procedures and provided feedback to enhance user training manuals. ​
Systems Support Analyst at BROKERLINK INC. (Contract) — Toronto, ON (May 2021 – November 2021) ​
· Troubleshot 2nd level MS Exchange, SharePoint, and MS Office application issues. ​
· Managed user access control and user verification for security using LDAP.
· Facilitated installations of new software within the continuous integration process.
· Integrated new insurance companies through mergers and acquisitions. ​
· Configured networks and permissions for departments to enhance secure file sharing.
· Leveraged Citrix and Microsoft Azure for virtualized network support. ​
· Developed front-end features for the company website.
Sales Technical Support at ROGERS COMMUNICATIONS INC— Toronto, ON (January 2020 – January 2021) ​
· Provided remote technical support to customers, effectively managing and resolving support cases via phone and email.
· Surpassed sales targets by successfully upselling networking equipment, IoT hardware packages, and related services to both warm and cold customers, including businesses.
· Cultivated and maintained strong business relationships with clientele across Canada, ensuring ongoing customer satisfaction and loyalty.
· Assessed system potential by evaluating the compatibility of new programs with existing infrastructure, ensuring seamless integration.
· Escalated unresolved issues to on-site service calls, coordinating visits to client facilities to diagnose and resolve problems in person.
· Delivered detailed procurement information regarding equipment upgrades, network performance, and server capacity, enabling informed decision-making.
· Enhanced existing programs by thoroughly evaluating objectives and specifications, reviewing proposed changes, and providing strategic recommendations.
· Ensured continuous system functionality by regularly testing software tools and implementing necessary updates.
EDUCATION
ATHABASCA UNIVERSITY, Faculty of Business — Calgary, AB – Bachelors of Commerce (General) – May 2029
· Course Highlights: Core areas of business, including marketing, statistics, finance, accounting, information systems, organizational behaviour, and commercial law.
SENECA POLYTECHNIC, School of Software Design & Data Science — Toronto, ON - Dipl. Computer Programming – December 2020
· Course Highlights: C/C++, C#, Java, Python, TypeScript/JavaScript Programming, Systems Analytics, IT Project Management, SQL Database Programming, Web Design, Computer Architecture, Artificial Intelligence
Technical Skills
Languages & Platforms:
· Application: C,C++, C#, .NET, Python, Java
· Web Development:
o Front-End: HTML&CSS, SCSS, JavaScript, TypeScript
o Back-End: NodeJS, MongoDB, PostgreSQL
· Cloud: Microsoft Azure, Docker, Kubernetes, GoogleCloudPlatform(GCP), AmazonWebServices(AWS)
· Scripting: Bash, Powershell, Perl, Ruby
· Database: OracleSQL, DB2, RPGLE, JQL
Software:
· Management: Microsoft Office 365, Adobe Suite, Google Suite, HRIS: UltiPro, UKG, DayForce, Salesforce, Git
· Logging: DataDog, Papertrail, Dynatrace, Splunk, Confluence/JIRA, ZenDesk, ServiceNow, Wireshark
· Networking: DNS, HTTP/HTTPS, LDAP, TCP/IP, IP, MAC, Firewalls, Subnetting, Routers, Switches, VPNs, OSI Model
· Security: IAM, File Permissions, MFA, SSL/TLS, IPSec, ISO27100, GDPR, NIST, SOC2, PCI, OSINT, SSO, SAML
· Geospatial Analysis: QGIS, ArcGIS, Spyder, GeoPandas
· Creative:
o 3D Modeling & Audio/Visual: Blender, Unity, OBS
o Adobe Creative Cloud – Photoshop, Illustrator, InDesign
· Operating Systems: GNU/Linux, MicrosoftWindows10/11, MacOS, Windows Server 2016/2022
