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Senior Escalation Engineer

· Provide Serviceability Design Requirements for products

· Install equipment and provide customer training at customer premises

· Develop and Implement Customer Focused Integration Testing of products

· Provide Customer Escalation Support

Experience Summary

· Over 16 years experience in providing customer support in the networking industry

· Working knowledge of Metro Ethernet products

· Working knowledge of GMPLS, IP, OSPF, Frame Relay, ATM, SNMP and ISDN

· Developed training materials for audiences with various levels of technical knowledge

· Developed Service Requirements Documents for service features in product development

Knowledge and Skills

· Working Knowledge of GMPLS protocols which include OSPF-TE and RSVP-TE

· In depth knowledge of ISDN protocol operation. Diagnosed problems down to the byte level and message processing

· Configured and diagnosed problems on various ATM products that operate under UNI3.0, UNI3.1 and IMA ATM Forum standards

· Worked with Frame Relay and the inter-working between Frame-Relay and ATM
· Configured and setup small networks using Cisco Routers

· Installed the Network Management System as well as the Ascend CBX500 for interoperability testing

· Installed and maintained Sentient’s Network Management Systems that worked in conjunction with HP OpenView Network Node Manager and Oracle database. 

· Set up the SmartBits, Adtech and HP 75000 ATM test equipment. 

· Used ISDN and Frame Relay traffic generators to test operational code and replicate client networks 

· Used and configured the Spirent Abacus Bulk Call generator for both ISDN and CAS type voice calls

Professional Accomplishments

Atrica Systems and Services (India) Pvt. Ltd.  Field Escalation Manager  04/2003 – Present 

· Provide escalation support for customer in the carrier’s Network Operations Center

· Supervise field installations

· Work directly with the customer to design, plan, install and test the Metro Ethernet Network

· Work with Development engineering to provide serviceability enhancements to the product

Calient Networks, Inc.
Senior Staff Engineer




03/2001 – 10/2002

· Acting Director of Customer Support

· Provided product serviceability design review

· Maintained and develop product service plans

· Developed and implemented a Beta Test project of the switch to simulate customer test environments.

· Developed format for product release notes

· Helped implement product Knowledge Base 

RapidStream, Inc.
Senior Support Staff Engineer


             10/2000 – 03/2001                                                                                             

· Developed and presented first formal training class on the Security Firewall Appliance

· Redesigned customers network and assisted with implementation to support the new appliance

· Provided direct input to engineering for design of next generation product 

Jetstream Communications, Inc
Senior Staff Engineer


06/1999 – 09/2000

· Provided on-site support for 8 months to win account approval for our product

· Provided customer support on Voice Gateway product that uses GR-303 interface to the PSTN and

AAL2 based ATM interface into a packet network

· Worked directly with development engineer to resolve issues and improve product performance

· Set up large scale test bed at customer site for testing to capacity of the product

· Developed and Reviewed test plans to insure that the product would be tested from a “real-world” aspect

Sentient Networks, Inc.
Senior Support Engineer



01/1998 – 03/1999

· Provided customer support in resolving problems for ATM, IMA, Frame Relay and PPP protocols. 

· Developed and tested installation procedures for Solaris, Oracle, HP OpenView and the SentientWatch Network Management System

· Worked directly with development engineers to improve product performance and serviceability. 

· Maintained excellent customer relations that helped realize $1.5 million in sales from a single client. 

N.E.T.
Staff Engineer








12/1995 – 01/1998

· Evaluated, integrated and documented a third party ISDN product to help the company win contracts in the U.S. and Europe. 

· Developed technical training courses on the ISDN protocol for junior support engineers.

U.S. Air Force
Staff Sergeant






03/1987 – 10/1995

· Team Leader for establishing remote; secure communications for White House Staff.  Responsible for installation, maintenance and monitoring of satellite, microwave and fiber optic links. 

Education

· Awarded a B.S. Degree in Computer Studies 1991 from the University of Maryland. Maintained a 3.25 G.P.A. while working full time with the U.S. Air Force.

· Completed Nortel DMS-100 Translations and Troubleshooting translations courses

· Completed company provided courses at N.E.T. on product functionality to include LAN/WAN course, Frame Relay course, ISDN course and Operations/Maintenance of IDNX courses.

References

· Available upon request
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