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SUMMARY

A Customer Support Analyst skilled in providing technical solutions in demanding applications like Transit Information Systems, Computer-Aided Engineering and help desk environments. Extensive  hands-on experience with PC systems, UNIX workstations, and DEC VAX/VMS mini-computers.

PROFESSIONAL EXPERIENCE/ACCOMPLISHMENTS

1997 –
Teleride Inc.
2002
Software provider for transportation industry specializing in public transit

Customer Support Supervisor and Analyst – Reported to Customer Support Manager. Responsible for supporting 2 applications including a driver time management package called TELEDRIVER and a telephone based public transit schedule information package called TELERIDER.

· Supervised problem assignment by entering problems called in by clients and assigning them to application analysts

· Provided training and telephone support for TELEDRIVER for the following cities – Atlanta, Seattle, GO

· Programmed modules of TELEDRIVER including maintenance programming using DELPHI 4.0 and ORACLE 8

· Provided telephone support for TELERIDER for the following cities – Calgary, Ottawa, Mississauga, Seattle, Philadelphia, Strathcona, Thunder Bay

· Programmed modules of TELERIDER including full modules and maintenance programming using DELPHI 4.0 and Oracle 7

· Developed customer information intra web site using IIS, Microsoft Visio Interdev and ACCESS database
1996 –
Metro Toronto Transportation
1997 Municipal government transportation department

CAD / Systems Technologist  - Reported to manager of computer services in the transportation department. Responsible for supporting the Intergraph Systems workstations, hardware and software installation on PCs, administration of SUN solaris workstations and custom programming Intergraph applications.

· Provided CADD support for Intergraph workstation users

· Programmed Intergraph graphics and DBASE inventory of hardware and software for the transportation department

· Executed software and hardware installation for PCs

· Resolved TCP/IP networking problems

1995 - 
TeleRide Sage Ltd

1996
Software provider for transportation industry specializing in public transit

Technical Client Rep – reported to Project Manager. Responsible for providing customization of the TELEDRIVER application for new clients as well as phone support and onsite training.

· Programmed modules of TELEDRIVER including full modules and maintenance programming using in house GUI interface on SCO UNIX platform

· Design sections of the underlying relational EMPRESS 4.8 database for TELEDRIVER

· Provided training and telephone support for TELEDRIVER for the following cities – Sacramento, Long Beach, Stockton, Halifax

1994 - 
PSI - Peripheral Solutions Inc

1994 Printer manufacturer that provided custom printing solutions

System Analyst – reported to installation manager. Responsible for installing the company’s printers into networks. Provided C programming for printing reports for financial stock trading client

1993 -
QMS Inc

1993 Printer manufacturer that provided standard printing solutions for TCP/IP,

Apple, DECNET and NETWARE networks 

System Analyst – reported to customer support manager. Responsible for installing the company’s network printers based on CROWN technology into manufacturing and office environments

1990 -
Hydro Mississauga

1992 Municipal utility providing hydro service to the City of Mississauga

Senior System Analyst – programmed the VAX/VMS based Intergraph facility management (FRAMME) system. Participated in developing the functional specification of the system and created a GIS application called EMFIS - Electrical Mapping and Facility Information System for the utility. Wrote a paper that was published by the International Intergraph Users Group.

1981 -
Intergraph Systems Ltd
1990 Manufacturer of Computer Aided Design and Drafting (CADD) systems used to 

produce designs, drawings and reports in a large variety of engineering related applications

Software Applications Specialist (1985 - 1990) - Provided technical support in the marketing and sale of integrated CAE and CAD systems such as Plant Design And Structural Design used in the planning and construction of power plants, oil rigs, ships, refineries and so on. Received  best company trainer/support award during this period.

· Provided input and hands on demonstrations in the presentation of system packages to new and existing clients during the various phases of the sales cycle

· Conducted 3-day and 5-day courses to train end-user personnel in the use of Intergraph software packages (structural modeling, analysis and design, process and instrumentation diagrams and piping)

· Compiled information in response to clients Requests for Proposal

· Provided phone and on-site trouble-shooting support for customers

Customer Engineer (1981 – 1985) - Provided problem solving and technical support to the Plant Design software product. Taught the company's 15 courses on its generic software to client's computer operators, system managers, system programmers and CAD managers.

COMPUTER/TECHNICAL SKILLS
Operating System:
NT, WIN9x, W2K, DOS, UNIX (SCO), VMS

Hardware:

PC, UNIX workstations, VAX

Languages:
Delphi (PASCAL), C, Fortran, C SHELL, pl/sql, sqlplus, visual studio Interdev

Applications:
Process Plant Engineering (Intergraph), Transit Industry Information Management, Geographic Information System (GIS-Intergraph)

Databases:

Oracle, Empress
Programs:
Microstation, Word, WP, Excel, Test Tracker, Install Shield Express

Networking:

Microsoft, Intergraph, TCP/IP

EDUCATION

University of Toronto
B.A.Sc. (Bachelor of Applied Science – Engineering)

Canadian School of Management
FBA (Fellow of Business Administration)

