

BMC-REMEDY Technical Lead Resume
Ali Musa,  Toronto/Canada     Tel : 1-613-725-7001,  1-613-899-9301, 1-905-626-5218       Email: amusa07@yahoo.com
Introduction:
Canadian Citizen, gathered a thorough knowledge and hands/on experience on BMC-REMEDY/ITSM and a sound knowledge of UNIX Admin (Certified SOLARIS), ORACLE DBA, system programming using C-Java-C#, UNIX-shell scripting. I have vast experience in development, customization, Support and Administration on IT-TELECOM environment and working in CANADA, USA and Overseas, obtained a distance Ph.D. in Computer Science from University of Northern Washington, USA.
In latest position with BMC-Partner.  Technically leading BMC-REMEDY Networking Trouble Ticketing System used country-wide by Saudi-Telecom and the project is  (24/7). Developed using BMC-REMEDY ITSM 7-9, deployed  with a sophisticated architecture encompassed with load-balancers, web-servers, AR-Systems installed in SUN-Solaris-10-11 Platforms, ORACLE 10g/11R2/12 RAC, ASM, and SAN and has interfaces using web-service with NETCOOL, CISCO-CIC, Billing System and CRM and users-credentials through Active -Directory. 
BMC Remedy ITSM Suite: In depth  experience with the  customization of the  ITSM Modules BMC Remedy Service Desk application (Incident / Problem Management) and  Change Management application to suite TELECOM/Business rules (i.e. ITIL/ETOM).
BMC-REMEDY Development: The administration also, involved moving customizations objects from development to production using BMC-REMEDY development studio 7-9, after analyzing the root-cause and change-management, also immediate update the coding if appear bugs.  I started the development using BMC-REMEDY (5-7)  to the first phase of Saudi-TEWLECOM  (Network Trouble Ticketing System) with the guidance pf LUCENT technology. also, development   of OSS-helpdesk in HPUX, ORACLE and  TIVOLI-interface, and EMAIL-SMS bi-directional interface. As well as  the experience during the work as BMC-REMEDY consultant  with RISC-Management (USA) were my role is focusing in the customization of Customers help-desk and CRM developed and customer-designed application.
ORACLE-DBA: Ability to work as ORACLE-DBA. this is as pre-requisite as BMC-RMEDY Administrator, hence in addition to my UNIX-Administration skills (certified Solaris)  I became a competent ORACLE-DBA. I accomplished  hands on experience as ORACLE-DBA with the  ability to do Installation, patches  and upgrade , configuration, performance tuning  and support of OREACLE 7-12 on various platforms such as Unix (HPUX, SOLARIS and AIX) and Windows platform and hands on experience with RAC, ASM SAN, Data-Guard and RMAN and using PLSQL/Triggers development to resolve various issues. The ORACLE-DBA is pre-requisite  profession  as part of the responsibility of BMC-RMEDY Administrator.
Solaris-Administrator: Working as a Solaris sys-networking-admin on a sophisticated architecture of BMC-REMEDY application with 2-ORACLE-Database-Server , 2-Application-Servers and 2-Webservers (TOMCAT) incorporated with LDM, ZFS, LVM, DNS, Routers. As well working closely with security team to clear out vulnerability by implementing SSH, SCP, SUDO, and disable all TELNET, FTP, SNMP. Finger-services and other services in daily basis. Worked for various Canadian companies as Unix system and network administrator for HP-UX-10 and HP-UX-11 in Lucent-project at STC..

Core Competencies
	· BMC_REMEDY ARS5-9 Administration, Support Development, API-C-Java Enhancing REMEDY forms and workflow (Filter/Active-link Guides, Web-Service, BMC-ITSM Configuration and  FTS, TOMCAT
· [bookmark: _GoBack]Banking Tech Customization of EFT, POS and ATM software. Using C, UNIX-IPC., Sybase
· ORACLE-DBA ORA10-12, RAC, ASM, RMAN, Data-Guard (certify-PL/SQL)
	· TELECOM: Network Trouble Ticketing (24/7) lead the  technical support application using eTOM/ITIL developed BMC-REMEDY ITSM 7-9, on Sol10-11, ORA-RAC11G, ASM, SAN, Load-Balancer 
· ERP:  Hands/on experience with a financial package such as  (BAAN , ESCOM) 
· Education:  Distance PHD in Comp-Science University of Northern Washington USA

	· Processes, business rules, Help in designing resulted in a workflow for a TELCOM Network Troubles Tickets
· Web and Softw-engineering development using C, C#-Java, P-Invoke DLLs, JNI  of an API, WEB-SERVICES, , SERVLET JSP and ATM, POS printer firmware
· BMC-Web-Site: Launch Data-Migration API used multi-threaded technique, applying on TOMCAT,  WEB –Sockets,


Professional Experience
4/2012 until 5/2018: BMC-REMEDY Technical lead Ops/Dev, BMC Partner in Saudi Arabia
· Technically leading BMC-REMEDY Networking Trouble Ticketing System used country-wide by Saudi-Telecom and the project is  (24/7). Developed using BMC-REMEDY ITSM 7-9, deployed  with a sophisticated architecture encompassed with load-balancers, web-servers, AR-Systems installed in SUN-Solaris-10 Platforms, ORACLE 10g/11R2 RAC, ASM, and SAN and has interfaces using web-service with NETCOOL, CISCO-CIC, Billing System and CRM and users-credentials through Active -Directory.  
· BMC Remedy ITSM Suite: In depth  experience with the  customization of the  ITSM Modules BMC Remedy Service Desk application (Incident / Problem / Knowledge Management) and  Change Management application to suite TELECOM/Business rules (i.e. ITIL/ETOM).
· As a BMC-REMEDY developer, having in depth knowledge and hands on experience in using the Developer studio up to ARS-9, of the latest techniques of best-practice and customization, as well as the ability to create different kinds of forms  regular, join, vendor  or display only forms, permissions per  user, group or roles, creating control panels navigation and application-list, creating active-link and all the events (i.e. mouse hover), menus, filters and all the events, escalation,  active-link-guide and filter-guide, explore tables and workflow related to tables, web-services.
· Participate in weekly-meetings of force-task team that responsible to plan strategy of performance improvement, upgrade and security as well as legitimacy of business rules, processes and workflow.
· System Architects: Participate in the implementation of an infrastructure: network and servers which consists of a sophisticated architecture of BMC-REMEDY techniques by utilizing load-balancers between users and web-servers and between web-servers and AR-Systems servers incorporated with server-groups techniques. Installed in SUN-Solaris-10 Platforms, database ORACLE 10g/11R2 RAC, ASM, and SAN interface. 
· Participating in the Redesign and upgrading of the Network Trouble Ticketing System of Saudi Telecom Company from 7.1.0 to BMC-ITSM 7.6.4 features. 
· Took active role in the interfaces of pro-active systems with BMC-ITSM 7.6.4 by implementing web-service interfaces methods with NETCOOL, CIC, Billing System and CRM.
· Working in a project of extending CMDB to be incorporated into Saudi Telecom technology by defining new classes, sub-classes, attributes and importing CIs.
· Developed TELECOM-EXCHAGE site health-check inspection and tracking to criteria level (security, safety, AC/UPS power, ..., etc) incorporated with escalation on each inspection-criteria and send notifications through email/SMS, using BMC-REMEDY tools.
· Resolved a lot of issues from database using Oracle database (PL/SQL, functions, triggers) 
· Able to work independently locally or remotely using VPN with a contribution of my team, were I play a leadership role 
· Certified SOLARIS sys/networking administrator  with vast UNIX experience supporting AR System server environment (shell scripts & cron jobs) 
· Published on BMC-REMEDY web-site using  multithreaded-techniques on data migration and bulk-data-Update (ArLiteUser) utility, that improve the performance 3-times the normal, The tools developed to interact  C#-window client  to access C-java-API by  calling DLLs using (P-invoke/Marshall and JNI)..  [image: https://communities.bmc.com/images/jive-icon-wiki-12x12.gif]ArLiteUser[2.0] Multi-threading BMC-REMEDY API

7/2001-4/2012: BMC-REMEDY/TIVOLI Technical lead, Saudi Telecom Company STC
· Took an active role in the designing of business rules, processes and work-flow for the net-trouble-ticketing-system of Saudi TELECOM. Which resulted in stable application that integrated application and have capability to take delivery of pro-active fault-Management alarms and correlated them to a trouble-ticket (i.e. NETCOOL, CRM, ..).
· Administration and hands on Experienced of environment consists of BMC Remedy R7.0.1 and database such as ORACLE (10Gr2 multi-node RAC cluster, ASM), SOLARIS and HPUX interconnect with a load balancer.
· I am capable of proposing sophisticated IT infrastructure solutions that suite and considered to being optimal solution for your business. Maintain a healthy environment of Hardware, OS, ORACLE-database, and Network environment that assist in performing the goals of the company. 
· Developed and administrator a trouble ticketing system in BMC-REMEDY-6 that manage Pro-Active TELECOM systems including management of Users with a process flow of approval. The application interface to TIVOLI.
· Deployment and administration of IBM-Tivoli Framework 5.1.2, IBM-Tivoli Enterprise Console (TEC 3.9) and IBM-Tivoli Enterprise Portal TEP 6.x on AIX for main and gateway servers. 
· Development of a  .NET/C3 proto-type application and mainly for Saudi-Telecom Strategic Investment. 
· Deployment of disaster recovery using ORACLE10g Data-guard we were able to have in time backup and with seamless transfer ability and ability to switchover or using flashback. 
9/2000 – 6/2001:  BMC-REMEDY Consultant,  USA
· Support CRM BMC-REMEDY application used by MARCONI CRM and developed API to interface HELP-DESK with the CRM
· Support BMC-REMEDY HELP-DESK application for SIAC, JCREW, CDPH{, DELTA.com
· Velocity CA: Established ISP DSL services, my role is to enable DSL access for compound buildings in environment of Sun machines E45000, 220R and (2) Netra, Storage/Edge 5000. Implementation of Volume Manager on Storage/Edge5000. 
	
1/1998 -  6/2000: ISP Deployment Engineer, BMC-Remedy Partner, Saudi Arabia
· ISPs deployment engineer : Taken an active role in the installation, configuration, implementation and deployment of ISP site in Saudi Arabia. The architecture consist of SUN-Solaris CISCO- Routers, and Switches and as a team we were able to configure  the SOLARIS-DNS, the Routers, Switches, LDAP, AAA for users, as well as SOLECT-Canada  Internet-Billing system developed on ORACLE. 
· BMC-REMEDY Support: Nominated for training and immediately after training I effectively participated in a pre-sale and post-sale, also the installation of Remedy 3-4 developments Tools and Products and implementation and customization of solutions for several clients including Lucent Technologies, Saudi Telecom and Royal Saudi Air Force and British Bank. 
· PRINRONIX printers (Netherlands): Participated in the development of ARABIC Contextual Analyzer as a printer firmware for printers Series 6000 to print ARABIC) using C++ and    MS-Assembly.
· Sun Microsystems: After Certification wit SUN I effectively participated in a pre-sale and post-sale for a configuration, implementation and deployment of ISP sites, by doing the requirements analysis and designed solution for two ISP’s. My role included the installation of UNIX/OS, DNS, Netscape Servers, and shell scripting.
· ARC/INFO GIS: Worked as System Administrator and DBA in setting up a project environment using UNIX, NT, and ORACLE7.x with SDE (Spatial Data Engine).
· PICK-Database Migration: At Royal Commission, Yanbu, Implemented Y2K solution for, where I transfer their legacy applications to Y2K compatible software and hardware. My responsibilities covered the installation of Solaris2.6 under E5000/3000 and ULTRA work station, upgrade their ORACLE7 and PICK database and network interface.
· PICK-Database: Effectively participated in a pre-sale, post-sale and the installation, configuration, implementation and deployment of Software and Hardware.

11/93 to 12/97:    UNIX System Admin and System Engineer, Toronto, Canada 
EQUIFAX: Administrated a network environment consisted of HP-UX 10.20, and Windows NT, and worked as DBA for UNIVERSE (PICK) database.  Deployment of OMNI backup as unattended archiving procedure. 
PROMIS: Worked as a System Administrator and Network Administrator of a network environment consisting of (10) HP-UX 10.x, SunOS 4.1.3, Dec UNIX and 4 VAX/VMS computers that use TCP/IP, NFS, NIS, DNS and Windows-NT. Responsibility included ORACLE7 support. 
Installation of software that included the installation and configuration of ORACLE7, Sector7 and (DMQ) Dec Message Queue, kernel tuning and management of the swap area, for PROMIS.
OASIS : Customization of EFT, POS and ATM software developed using C language and IPC programming in UNIX environment. ORACLE/Sybase as the DB for the project.
Work as support engineer for their distributor at Middle-east as a technical support of their clients at Saudi Arabia. My responsibilities the installation and configuration of SUN servers and workstations at two customer sites with Solaris, ORACLE7/Sybase.
Customization of EFT, POS and ATM software developed for BANKS using C language and IPC programming in UNIX environment. Sybase was used as the DBMS for the project.
Worked as support engineer for Saudi Arabia SAMBA software of ATM, POS
Development and customization of BAAN-C programs, B-ISAM on HP-UX.
ORIGION BAAN: Developed Functional Design for a Manufacturing and Financial application of BAAN TRITON clients.
ETOBICOK board of Education: Worked as a System Administrator in a network environment of IBM/R6000, AT&T UNIX Machine, SCO/UNIX and OS/2.
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