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JOHN YAO SUMAGAYSAY       

Address: 2446 Fidel St Gagalangin Tondo Manila
Mobile:    09568743661                       Landline: (02)5187386
E-mail:    jsuma01@gmail.com 


REASON FOR LEAVING

I am currently looking for opportunities that will allow me to contribute in a more expanding.
environment that is both challenging and rewarding.

Earliest Available Date: 1 month notice

SUMMARY OF QUALIFICATIONS

· 13 years of Technical Troubleshooting

· 7 years plus experience as a Team Lead
· 13 years of experience in Customer, Incident, Change and Problem Management
· Excellent English Communication Skill (Written and Spoken)

· Works well with others at various level
· Demonstrate commitment in achieving extraordinary results.
· Courteous and Professional

· Organized and detailed oriented

· Good interpersonal skills

· Strong Skills in leadership, time management, prioritize tasks and meeting deadline.
· Computer skills: Extensive knowledge in Remedy, PeopleSoft, Citrix, Avaya PABX systems, Computer Networking, Active Directory SSH (Secured Shell), Retail POS System, Terminal Server Client, Windows Server 2003 (Wintel Server), VPN, resetting passwords, Mainframe, Voicemail, Bomgar client, Blackberry, I-phone Microsoft Office 2003 & 2010 (Word, Excel, Power point and Outlook) MS Exchange 2010 and Call Recording (Service Observe). 
· In depth experience in Change Management, Project Management, IT Asset Management Incident Management and Process Management.
· Experience to handle servers and clients (Vmware or ESXi)

· With good grasp of concepts on client-server architecture, database installation, migration, system analysis, networking, and application development process.

· Knowledgeable in tracking malwares and viruses

· Knowledgeable in configuring web servers (IIS and Apache), email and SMS.
· Experience to guide, mentor, motivate, train and coach team to achieve goals.

· Knowledgeable in using Splunk Monitoring, Putty Session and BBPM for Critical Systems Monitoring (App Dynamics, PRTG and Alipay Cloud Monitoring).
· Knowledgeable in conducting needs assessments, performance reviews, and capacity planning.
· Experience in establishing technical specifications, productivity, and quality to achieve client’s expectations.
· Basic knowledge of networking equipment and standard internet protocols including TCP/IP, DNS, and DHCP
· Ability to independently analyze complex processes/issues.
· Ability to write /present clear and concise reports.
· Support Monitoring solutions using Agile Methodologies.

· Knowledgeable in Jira ticketing tool, Salesforce, Service Now and Remedy.
PROFESSIONAL​​​​​ DETAILS
Mar 2, 2021 – Present
 

Novare Technologies as an ITIL Service Operations Manager
Key Skills: ITIL Process Management | IT Data Center Operations | ServiceNow & Remedy | Project, Change and Problem Management
PRIMARY RESPONSIBILITIES

1. Monitor the entire performance of the UBP Support Team (L1-L2-L3: 17-FTE | 12/7 Operations), handle critical incidents and perform one on one coaching for each member of the team.
2. Successfully headed the pilot deployment of our PRTG and Splunk Monitoring in our team which lead to 40% of significant decrease of major incidents.
3. Created and headed the Critical Incident & Problem Management team internally that monitors and prevent recurring issues in our Platforms and Operations.
4. Implemented proactive problem management solution to mitigate the probable incidents by employing historical event and incident data which led to immediate drop of known incidents by over 25%
5. Chaired quarterly business and strategic process reviews with key stakeholders to evaluate KPIs and critical success factors. Oversaw the service improvements.
6. Achieved operational excellence by employing data driven methods to monitor and drive performance targets for Critical Incident, Problem, Change and Capacity Management.
 
PROFESSIONAL​​​​​ DETAILS
August 7, 2017 – February 26,2021
 
Mynt (Globe Fintech Inc.) as Command Center Head | Incident Management Head | On duty Manager
Mynt - is a leader in mobile financial services focused on accelerating financial inclusion through mobile money, micro-loans, and technology. As a subsidiary of Globe Telecom, Ant Financial (affiliate of Jack Ma's Alibaba), and Ayala, Mynt is in a path in becoming a global mobile payment brand.
We are committed to exploring innovative and non-traditional avenues towards microfinance, leveraging telecommunications infrastructure and mobile money platform.
PRIMARY RESPONSIBILITIES

1. Monitor the entire performance of the Command Center / L2 (FTE 15), handle critical incidents and perform one on one coaching for each member of the team.

2. Leading the Incident Management team to push critical incidents to resolve as quickly as possible following the SLA.
3. Point of escalation, resolution management and communication for major issues affecting customers.
4. Drive continues improvement of Command Center Team’s processes and IT Service Management Team.
5. Coordinates L2 support/Infra team regarding process alignment with Command Center and Incident Management to perform as a whole and be able to resolve issue as soon as possible.

6. Ensures that Command Center Team monitors, assesses, and analyzes the different complex and high critical system in the company before an incident might happen
7. Implement training and development of the team to address process gaps within the group
8. Created a Knowledge Base for Operators and Leads for easily checking of issues and escalation matrix of each team.

9. Headed the Training Team of the Command Center team

10. Reported to Higher Management regarding the status of our servers and involved in the development of the Command Center and Incident Management Team.

11. Support Monitoring solutions using Agile Methodologies.

12. Have a knowledge in Jira ticketing tool.
13. Has basic knowledge in creating scripts (For monitoring alerts) and SQL.
14. Trained in China to learn more about Alipay’s platform and best practices in creating Monitoring tool and processes (Incident Mgmt., Release Mgmt., Command Center, Change Mgmt., Asset Mgmt. Process Mgmt., and Problem Mgmt.) within their organization. 

15. Adept knowledge in creating monitoring alerts and capturing logs (via Aliyun and Ant AWS cloud platform) to help in fixing an incident.
16. Perform coaching and training opportunities to the Command Center Team to be equip in handling issue such as application, server and Network concerns (hands-on tasks).

17. Knowledgeable in using Splunk Monitoring, Putty Session and BBPM for Critical Systems Monitoring (App Dynamics, PRTG, Alipay Cloud Monitoring and ATM Switch Monitoring).
18. Lead and coordinate code reviews if there’s a new service to be implemented in PROD and training of engineering team. 
19. Knowledgeable in creating process and resolved issue pertaining to Risk and Fund Loss.

My most notable accomplishments included:

a. Asides from establishing and planning the creation of different support teams, I also help the team in strategizing on how to automate internal process in the company.

b. I also established the Incident, Problem, Change, Capacity, Release and Client Communication process in the company.

c. I also established creation of Knowledge Base documentation to be used internally so that we can easily train New Hires and for future reference in our team.

d. Experience in establishing technical specifications, productivity, and quality to achieve client’s expectations (Email, Phone and Chat Support).
e. Led the Technology Infrastructure with 2 project managers and 2 Sr Business Analyst who supported the departments technologies and provided end user support.
PROFESSIONAL​​​​​ DETAILS
Oct 12, 2015 – July 31, 2017   
Tech Mahindra – Globe Telecom, Inc. as an Incident Manager
PRIMARY RESPONSIBILITIES

1. Supervise support for ABS-CBN and Cherry Mobile accounts which is a 24/7 support service through calls, emails and chat.
2. Meet Operational Metrics and Business objectives through planning, leading, organizing, floor management specialized in 24/7 Support.
3. Manage Escalations coming from External clients, handle clients’ complaints, assign appropriate resource to resolve the issue, manage technical resources - ensure resource availability, manage training schedules and identify efficient tools and equipment for the team.
4. Perform periodic agent call audits, side-by-sides, and monitor technician calls, with particular attention to technical/functional excellence.
5. Advises and coaches engineers on technical resolution and case handling options.
6. Act as the primary liaison with the other departments’ team leaders for status update discussions, case escalation and process improvement.
7. Promoted as an Incident Manager (on my first six months as a Team Lead) that handles incident tickets for MVNO partners.
8. Trained and Nurture New Hires and Tenured Agents in our team.

9. Process the Liquidation of all Service units in the Service Desk Department.
10. Handles Conference call or Bridges with L2 supports to fix the current issue and also the critical concerns as well.

11. Coordinates L2 support regarding process alignment with SD Team and Incident Management to perform as a whole and be able to resolve issue as soon as possible.
12. Handled Urgent Adhoc Business request and Ticket updates.
13. Attended meetings with Service Level Managers, Incident Managers and Vendors to discuss process alignments within the group.
14. Establishes IT standards and policies within the team.

15. Ensures the staff performance that may lead to accurate planning, monitoring and evaluation of the entire organization.

16. Used to Lead 3 different teams at the same time. (Service Desk Team, Chia and Command Center/Data Center) It comprises of 40 people.
17. Point of escalation, resolution management and communication for major issues affecting customers.
18. Manage customer contracts within the company start and end of transition.
19. Drive continues improvement of SD Operation processes and IT Service Management.
20. Implement training and development of the team to address process gaps within the group.
21. Ensures that Command Center Team monitors, assesses, and analyzes the different complex and high critical system in the company before an incident might happen.

22. I ensure that escalation coming from 3 different teams (Command Center, SD and Chia Team) are handled properly and swiftly.

23. Gained knowledge in Change Management through trainings/tasks
Nov 18, 2014 – Sept 11, 2015 
Trend Micro Incorporated as a Senior System Engineer
Mar 17, 2014 – October 17, 2014           Stefanini Philippines as a IT User Administrator 
Nov 2, 2010 – Feb 14, 2014                   Safeway Philtech as an IT Service Desk Analyst/ Desktop Support Engineer

April 2008 – July 10, 2010   
           Nucomm International as a L2 Supervisory Lead
April 2005 – February 2008       
           Dell Account as a Team Lead
REFERENCES:



      1.
         Mike Joseph Fulgar
                                                       Mynt Command Center Lead




               09275118446              
2.  Leah Estolano
                  Zuellig Manager
                                                                  09989618328

3.      Jason Juan
            Reed Elsevier SD Manager
    09175585674
