Serg Kronrod
4044 Twyla ln, 
Campbell, CA 95008					
kserg@emaila.net | serg.kronrod@gmail.com | 408-455-3813 | +447538610962

QUALIFICATIONS
Over ten years of experience as a Technical Support Engineer. Providing support to customers over the phone, email, WebEx and on-site. Strive to provide fast and professional resolutions while working on the product in live production. Enjoy diagnosing new issues and providing resolutions as well as sharing my knowledge and learning from others.

Key skills:
· Extensive knowledge of Linux CLI, Troubleshooting, and administration of Linux and Microsoft Operating systems. 
· Network troubleshooting using tools such as traceroute, mtr, tcpdump (Wireshark,) and other.
· Working with Apache, MySQL, PostgreSQL, Microsoft SQL, Microsoft AD and Domain controllers, LDAP, and Kerberos.
· Bash scripting, awk/sed, regex, and some experience with Perl and Python.
· Training team and writing technical documents such as knowledge base articles for the team. Helping team with resolving issues.
· Professional attitude, highly organized and able to multi-task effectively in a fast-paced environment. Communicate well with both the user and technical level in person, email and phone. Fluent in English and Russian. Aptitude to learn quickly.

WORK HISTORY:
Aug 2012 – Feb 2013 / Apr 2014 – Present     CDNetworks (EMEA) Sr. Customer Support Engineer	             Campbell, CA
· Serve as an escalation point for the team, handling sensitive issues and at risk customers.
· Troubleshooting customer's issues with CDN infrastructure, future planning, configuration changes, and implementation.
· Troubleshooting using CLI to diagnose issues gather information via HTTP and sys logs and parsing using awk/sed for clarity.
· Working with OpenSSL to make sure that customer's configuration goes smoothly.
· Assigned as TAM for strategic, critical, at risk, and high demand customers.
· Creating BASH scripts, Perl commands, and CLI one line command strings to help team troubleshoot customer’s issues.  
· Provide training for the team, creating Knowledge base articles in an attempt to create knowledge sharing throughout the team.
 
Feb 2013 – Apr 2014	Untangle Inc. / Technical Support Escalations Engineer				Sunnyvale, CA
· Handling Escalations to Engineering from the Support team and working closely with customers, support team and engineering to solve customer’s issues including; configuration, network, software/hardware limitations, and bugs.
· Troubleshooting Linux based system
· Working with different hardware configuration and making sure that our product works on the hardware configuration.
· Creating a knowledge base for support to help with troubleshooting and training for the support team. 
· Create BASH scripts to help with troubleshooting, configuration, and to create current issue hotfixes.
· Creating images for appliance product as well as writing and modifying scripts for appliance imaging process. Working closely with manufacturing to solve any issues with imaging of appliance before the unit going out to the customer.
· Writing BASH, Python, and Perl scripts vital to the functionality of the product.

June 2011 – Mar 2012	WebSense / Technical Support Specialist						Los Gatos, CA
· Provide support over the phone, Email, and WebEx for Websense appliance and software-based Web filter and Spam protection. 
· Troubleshooting Linux-based appliance via CLI. 
· [bookmark: _GoBack]Working with Microsoft Windows 2003 and 2008 server. Working with customer's Active Directory, LDAP, NTLM, Kerberos. Using command line in Windows environment. Working with Microsoft SQL Server for reporting database as well as PostgreSQL.
· Troubleshooting and repairing Virtual Machine: XEN and VMware.

Feb 2008 – June 2011	Barracuda Networks / Technician Support Engineer Tier3				Campbell, CA 
· Senior Product Lead engineer for Barracuda Web Filter and Cloud-based Web Filtering – Flex. Support for Spam Firewall.
· Main Escalation point, work with engineering to provide a solution for customers and relay knowledge to the support team.
· Providing training for Web Filter support team, writing knowledge base articles for support team for quicker case resolution.
·  Work closely with engineering to resolve bugs as well as creating a quick workaround for customers to solve the issue faster.
· Troubleshoot/repair Linux environments. Write and modify BASH and Perl scripts for troubleshooting and repairing issues.
· Helping customers with LDAP, NTLM, and Kerberos settings, troubleshooting Microsoft Active Directory and domain controller.
· Working with Sales & Sales Engineering team on major sales and deployments. Providing training support for Sales Engineers.
