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SUMMARY

Incident, Problem Management, and Support experience for Market Data, Reference Data, Trading/Order Processing systems.  Experience with Information Technology Infrastructure Library (ITIL) 3.0 for Incident, Problem, Change and Release Management.

PROFESSIONAL EXPERIENCE
Capgemini  (Barclays Capital),  New York, NY




              8/2011 - Present

Work on migration of Barclay’s Capital Enterprise Date Management (ESM) reference data system.   Mapped data attributes and performed data analysis between Asset Control and ESM, contributed to functional requirement documents (FRD’s), worked with operations on requirement definitions, provided solutions and support.

Celerity IT  (Credit Suisse), New York, NY                                                                                    3/2011–4/ 2011
Worked on migration of Credit Suisse’s reference data system onto the Asset Control AC Plus system.  Identified data requirements and processing issues, performed data mapping, data cleansing and contributed to data dictionary definitions.

Thomson Reuters,  Hauppauge, NY  (Contract)                                                                             2006 – 2010
Incident Problem Management Specialist:   Manage and coordinate resolution of service impacting production issues, facilitate incident and problem management meeting to resolve issues, determine root cause and implement solutions for market data, reference data and trading/order processing systems running on Windows and UNIX platforms.
· Primary contact for resolution of service impacting production incidents across all infrastructures in the America’s, EMEA and Asia Pacific regions

· Follow ITIL 3.0 incident service management process to resolve service impacting production incidents, release and change management implementation process.

· Chair and participate in incident, post incident review, problem management and daily service review meetings.  
· Work with global technical teams, network, development, infrastructure, business groups, third party providers and internal support staff in the America’s, EMEA, APAC to restore service based on SLA’s.

· Determine incident severity level based upon service level agreements (SLA’s).
· Recommended process improvements to restore service and reduce impact to users.
· Document and communicate incidents, status updates and resolution using Peregrine Service Center.

· Produce daily production operations incident, regional handover and matrix reports for the America’s region and perform trend analysis.
· Member of America’s change management team.  Review production release changes with Change Manager for risk, system impact, and severity and communicate changes to internal staff and customers.
Goldman Sachs, New York, NY   (Contract)




              2004 – 2005.  
Provided technical and market data systems support on equity and fixed income trading floors.  Resolved Windows XP/NT, UNIX Solaris, connectivity issues and Bridge, Telerate, Reuters market data issues.

· Worked with network staff and third party providers on LAN/WAN, VOIP and trading floor turret issues.  

· Installed, setup, managed move, add, and change (MAC) projects.  

Bridge Information Systems,  New York, NY




              1990 – 2000
Product Support Specialist

Provided customer, product, applications, data, technical and production support for market data, pricing, reference data, corporate actions, and trading/order processing systems.    Support equity, options, fixed income, commodity futures, derivatives securities, and UNIX Solaris, Windows XP, NT systems.
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Bridge Information Systems  –  Product Support Specialist – Continued
· Provided 1st level and escalation hotline and onsite support for the America’s. EMEA and Asia Pacific which included Traders, Analyst, Technology, Operations and Business groups.

· Resolved product, implementation, application, technical, setup, configuration, product specifications, API functionality, data content, system integration, processing, connectivity and permissions issues
· Managed issue resolution meetings with customers, internal staff, and third party providers to resolve issues and implement solutions for customer, product, and production issues.
· Managed relations for customer accounts by acting as customer advocate, product specialist and proactively addressing customer on-boarding, implementation, product issues and concerns.
· Managed customer on-boarding and product implementation projects responsible for defining customer and, product, financial data, technical, configuration requirements and managing implementations.

· Installed, configured, resolved issues with market data systems at customer sites running on UNIX Solaris, Windows XP/NT.

· Used Unix Shell scripting and Oracle SQL to configure, troubleshoot and resolve customer and production issues.
· Worked with customers, Tibco and Reuters in integrating Tibco’s RV messaging and Reuters Triarch systems with Bridge data feed systems.

· Project Manager for integration of former Telerate, ADP Market Data, Telesphere/Telekurs NA market data systems into Bridge.
Business Analyst.
· Defined requirements, prepared business and functional specification requirement (BRD’s and FRD’s) for product, customer request, system enhancements, and financial industry initiatives.

· Performed testing for product development and issue resolution including definition of use cases, test plans, scripts, and criteria.

· Researched additional sources of market data content with financial market exchanges, contributors and other providers.

· Prepared release notices, white papers and customer product knowledge documentation.

FINANCIAL  INDUSTRY EXPERIENCE

Front, Middle, Back Office - Equities, Options, Fixed Income, Derivatives, Commodity Futures, Foreign Exchange (FX).   Systems include Reuters, Bridge Feed/Station, Thomson One, Bloomberg, Telekurs, Broadridge, Asset Control and financial markets exchange feeds.

TECHNICAL  EXPERIENCE

UNIX Solaris, Windows Vista, XP, NT, C, Bourne, Korn Shell scripting, Oracle Sybase, DB Artisan, Rapid SQL, Ultra Edit, ITIL 3.0, Siebel, Business Objects, Peregrine, HP Mercury Quality Center, AutoSys, HP Open View, Microsoft Office including Excel, Power Point, Access, Project.. Exposure to FIX, TCP/IP, DNS, Citrix, Tivoli, Active Directory, Exchange Server.

EDUCATION

· New York City Community College

A.A.S. Business Management

· New York Institute of Finance

· Sun Microsystems
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