Hamza Baig
(954) 945-6777 • Fort Lauderdale, Florida • baighamza78@gmail.com • linkedin.com/in/hamza-baig-/
SKILLS AND INTERESTS
· Production Support & SRE: Incident triage, problem management, change governance, alert hygiene, post-incident reviews, production failure scenarios, service-level impact analysis, capacity/performance monitoring, automation mindset.
· Monitoring & Observability: Splunk, SPL searches, dashboards, alerts, log analysis, data onboarding and tuning concepts; Dynatrace APM, services/entities, alerting profiles, management zones, dashboards, synthetic monitoring concepts; logs, metrics, traces, events, correlation, anomaly detection, business transaction monitoring.
· ITSM & Collaboration: ITSM incident/problem/change workflows, ServiceNow-style tracking, SI action follow-up, knowledge base/wiki documentation, distributed team communication, customer and leadership updates

PROFESSIONAL EXPERIENCE
[bookmark: _eatth0h88cqg]FISERV	          Coral Springs, Florida
Production Operations Support Analyst | Financial Technology Operations	 September 2024 - Present
· Support financial technology operations by triaging payment, account, and customer-impacting issues, assessing urgency and business impact, and resolving complex production concerns through the appropriate support channels.
· Maintain accurate triage documentation in the system of record, including customer impact, resolution actions, timestamps, supporting evidence, and follow-up items for audit readiness and problem management reviews.
· Monitor workflow queues, automated communication tools, and operational reports to identify exceptions, recurring failure patterns, SLA risks, and opportunities to improve alert hygiene and support procedures.
· Provide clear status updates to clients, internal partners, and leadership, translating technical and account-level findings into concise summaries that support fast recovery of production environments. 
OCT Daily	                      Miami, Florida 
Business Analyst | Strategy, Operations & Application Support                                                     October 2023 - September 2024
· Analyzed POS application workflows, transaction processing behavior, payment integrations, and system performance to identify defects, investigate operational issues, and support application reliability for healthcare and commercial clients.
· Supported production rollouts and ongoing operational support of POS software across 50+ healthcare facilities and businesses, performing incident triage, troubleshooting application issues, coordinating escalations, documenting defects, and assisting with post-deployment stabilization and user support.
· Managed the Testing and Certification Framework and governance processes, including EMVCo certification for payment systems (LOA1, LOA2, and LOA3 testing). Maintained runbooks, acceptance criteria, support evidence, and compliance documentation used during issue review.  
· Wrote SQL and PL/SQL queries and used Splunk log searches for data validation, operational reporting, troubleshooting, and root-cause research, enabling faster analysis of transaction exceptions and component points of failure.
· Coordinated cross-functional bridge-style support with merchants, payment processor Elavon, technical teams, and business stakeholders to communicate issue status, dependencies, escalation paths, and closure actions.
· Built operational and performance reports to track application behavior, support trends, transaction issues, and improvement opportunities, aligning with monitoring, dashboarding, and automation-focused production support practices.
EOS Fitness                                                                                                                                         Coral Springs, Florida
Client Services Associate | Sales Support & Facility Operations                                                          March 2022 - October 2023
· Designed and implemented onboarding and training processes for new hires, while providing ongoing guidance to departmental supervisors to ensure operational consistency.
· Interpreted and acted on sales and membership data to identify trends, optimize front-desk workflows, and enhance inventory management accuracy.
· Handled payment discrepancies and account issues with professionalism, ensuring prompt resolutions and reinforcing member satisfaction and loyalty.
· Mentored team members to develop customer service skills, boost productivity, and consistently exceed daily membership and engagement targets.
EDUCATION
Florida International University 	    Miami, Florida
Bachelor of Business Administration in Finance | GPA 4.0/4.0	   May 2026
· Organizations: International Business Society, Financial Management Society,
· Relevant Coursework: Intro to Financial Data Analytics, Microeconomics, Macroeconomics, Corporate Finance, Accounting I/II, Foundations in International Finance, Financial Institutions, Portfolio Management Practicum
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