Customer Support, R&D, and Systems & Software Testing Engineer
A driven technologist with extensive experience in various fields from Customer (Field) Support, System Integration, Testing, and R&D in various software technologies ranging from Cloud support to Telecommunications. A key member of team rolling out new products to a worldwide base of customers. Sought out across organization for troubleshooting, analyzing, and solving complex hardware / software issues. Known for diligence and being approachable throughout the organization. Strong teamwork mentality and enthusiasm for learning new things.
Technical Skills:

· IBM Cloud, AWS Cloud, VMware, Kubernetes, Docker, Jenkins, Network Administration, Linux / Unix System Administrations, Cisco Routers / switches, LAN Design, Relay Logics, PLC Controls Design, Python, Windows, JIRA, Confluence, Salesforce, Process Improvement, Team Building, Coaching and Mentoring, Client Communications.
Professional Experience
IBM Cloud, Chicago, IL
2016 - 2020
Senior Level 2 Support Engineer

Level 3 Support Engineer 
Member of Level 2 IBM Cloud Object Storage (COS) Support Engineer.
· Provided technical support to customers from performance optimization, user availability issue resolution, IBM COS upgrade, and system expansion project oversight for both IBM Cloud and on-premise storage customers.
· Performed quick technical troubleshooting, narrowed root cause analysis, and engaged account executives as needed, escalating incident and problem management, and reducing system downtime.
· Acted as liaison between customer and Level 3 development teams, resolving field issues and determining root causes. Used strong oral and written communication skills, explaining technical issues in both a factual and well-structured manner.
· Drove continuous software product improvements through lessons learned from field reported problems and created feedback to Development and Test team, clarifying issues to improve future product delivery.
· Reproduced customer-reported issues in a test lab environment, validating defect fixes.
· Wrote and peer reviewed root cause analysis documentation for field-reported issues, contributing to field troubleshooting guide.
· Developed strong understanding of customer support practices and customer relationship management, putting customers at ease during troubleshooting field issue and downtime.
NOKIA NETWORKS, Arlington Heights, IL
2011 - 2015
R&D Software Engineer, LTE eNB, and EMS 
Lead test architect for US-based LTE evolved Node B (eNB), and Element Management System (EMS) in the Mobile Broadband Business unit of Nokia. Led as Test Architect for OMC and BTS features. Verified customer installations, documentation, and requirement specifications.
Hanh Ba Le
lebahanh@gmail.com
Page Two

NOKIA NETWORKS (Continued)

· Guided a team of engineers in testing effort, resolving lab testing issues related to customer trials and deployment.
· Managed test lab environment for end-to-end testing as well as feature test, providing training to other testing facility as needed.
MOTOROLA, Arlington Heights, IL
1997 - 2011
Principal Staff Software Engineer, LTE Mme
Led as a member of the Mobile Management Entity (MME) call processing team involved in testing and verification of design, architecture, and implementation of call processing application. Trained and mentored junior developers, testers, and external teams.

· Provided feedback to System Engineering, clarifying issues with specification. 
· Supported directly LTE MME performance testing by investigating application crashes and core dumps, gathering debugging data, and quickly implementing fixes, allowing testing to progress.
Senior Software Engineer
Led as member of iDEN BSC team testing in the call processing and platform / protocols functional areas.
· Designed and maintained iBSC test lab, involving IP Network Lab Design, System Administrator, Prototype Systems Integrating Test, OMC Maintenance, and Hardware Test for new factory prototype boards. 
· Collaborated and supported new System Deployments trial in the lab and at the customer site, serving as vital member of 24/7 pager support team for Nextel customer support.
Additional Experience
UMTS Development Verification and Validation Test Group
Led as member of UMTS RNC development and Verification and Validation. Provided technical support to RNC developers in System Integrated Lab for UMTS Field Trials in Madrid, Spain for Telefonica customer.
IRIDIUM SYSTEM INTEGRATED TEST GROUP
Engineering Level I
Tested and verified Operation and Maintenance Center - Radio (OMC-R) software against specification. Wrote, inspected, and executed test cases.
ZENITH CONTROLS INC., Chicago, IL
Application / Development Engineer 
Contributed support in design, manufacture, service, testing, and sale of Power Transfer Switch Systems and Controls. Received Employee of the Quarter award.
Education and Certifications
· Master of Electrical Computer Engineering (MS), Illinois Institute of Technology, Chicago, IL
· Bachelor of Electrical Computer Engineering (BS), Illinois Institute of Technology, Chicago, IL
· AWS Certified Cloud Practitioner 
· VMware Certified Associated 6 - Data Center Virtualization
· Currently pursuing AWS SysOps Administrator Associated Certificate
· Currently pursuing Certified Kubernetes Administrator (CKA) Certificate
