M. Emily Chang

Kuala Lumpur, Malaysia | echangw2010@gmail.com | www.linkedin.com/in/memilyc

Senior Support Engineer

Enterprise SaaS | Cloud Infrastructure | DevSecOps | Incident Response | Engineering Collaboration

Senior Support Engineer with 9+ years of experience supporting enterprise SaaS, fintech, and DevSecOps platforms
in high-availability production environments. Combines deep technical troubleshooting with developer enablement
through automation, documentation, and close collaboration with Engineering to improve customer outcomes.
Proven track record resolving complex production issues, reproducing software defects across AWS, GCP, Azure, and
private infrastructure, and supporting enterprise customers with portfolios worth up to USS9M ARR.

Technical Skills
Cloud & Infrastructure: Linux, Docker, Kubernetes, AWS, GCP, Azure, Private Infrastructure, Terraform, Ansible
Support & Operations: Incident Management, Problem Management, 24/7 On-Call Response, Zendesk, PagerDuty
Data & Scripting: PostgreSQL, MySQL, MongoDB, IBM DB2, Oracle PL/SQL, jqg, Bash, Python, Ruby, PHP
APIs & Integrations: REST APIs, GraphQL, Jira Integrations

Portfolio: memilyc.github.io/portfolio (support tooling, automation projects, and testimonials)

PROFESSIONAL EXPERIENCE
GitLab Inc. | Aug 2020 — June 2026

Senior Support Engineer (APAC) | Feb 2024 — June 2026
Support Engineer (APAC) | Aug 2020 — Feb 2024

Delivered advanced technical support for GitlLab's Self-Managed platform across APAC, resolving complex
production issues, partnering with Engineering on product improvements, and developing tooling to improve
support operations.

e Promoted to Senior Support Engineer, owning a portfolio of SMB to enterprise customers worth up
to USS9M ARR, adapting technical engagement and resolution strategies to customer size, business
impact, and severity.

¢ Reduced resolution times by triaging complex support cases, performing root cause analysis across
application, database, and system logs, and partnering with Engineering to reproduce bugs and ship fixes.

e Restored service for business-critical customers by leading multi-stakeholder outage escalations across
Sales, Customer Success, and Engineering, supporting AWS, GCP, Azure, and private infrastructure as part
of a 24/7 on-call rotation.

e Resolved complex enterprise issues across cloud infrastructure, SSO/SCIM, REST API, GraphQl, and
integrations through environment replication, log analysis, and customer troubleshooting sessions,
restoring critical development workflows.

e Reduced repeat support escalations by authoring 125+ documentation and handbook updates that
strengthened customer self-service and closed recurring knowledge gaps across self-managed
deployments.

e Improved support operations by developing internal tools adopted across the organisation, including a
PostgreSQL Connection Calculator and the Convert UTC Bot, later deployed company-wide across 65+
countries.

e Cut JIRA escalations and time-to-resolution by becoming the team's go-to specialist for integrations,
leading 600+ cross-regional pairing sessions and developing technical training materials for Support
Engineers.

e Supported rapid organisational growth by reviewing 50+ technical assessments and conducting 8+ technical
interviews.
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Strengthened collaboration across a globally distributed workforce by planning and delivering GitLab's
FY23-Q3 APAC offsite for nearly 20 colleagues from multiple countries, earning a discretionary bonus and
peer recognition through nominations from 9 colleagues.

Arvato Systems Malaysia | May 2018 — Aug 2020
Systems Administrator | Feb 2019 — Aug 2020
Associate Systems Administrator | May 2018 — Feb 2019

Supported enterprise Linux, Windows, and Atlassian environments, delivering infrastructure reliability, platform
maintenance, and operational improvements for development teams across Germany, Latvia, and Malaysia.

Maintained 99.95% server uptime across Linux and Windows environments, supporting 3,000+ developers
through ITIL-based Incident and Problem Management.

Reduced client downtime by 40% by delivering Jira and Confluence upgrades and migrations for 3,000+
users.

Improved operational efficiency by automating routine administration with Bash and PowerShell while
proactively monitoring server health to prevent customer-impacting incidents.

Juris Technologies

Software Engineer / Systems Analyst | Sep 2017 — May 2018

Developed and supported enterprise loan management solutions, translating business requirements into technical
solutions while contributing to Agile software delivery.

Developed and debugged custom workflows within the JCollect platform using Oracle PL/SQL and IBM
DB2, resolving workflow and backend data issues.

Translated client requirements into technical specifications through discovery workshops and process flow
documentation.

Coordinated Agile delivery as Scrum Master, facilitating sprint planning and backlog prioritisation across
engineering and business teams.

EbucatioN & ProressioNAL DEVELOPMENT

BSc (Hons) Computer Science | Sunway University, Malaysia (in affiliation with Lancaster University, UK)
First Class Honours (CGPA: 3.92 / 4.00)

Certifications:

ITIL Foundation Certificate in IT Service Management
SAS Certified Base Programmer for SAS 9

PusLicaTiON

SQL & NoSQL Database Comparison: Performance Perspective in Supporting Semi-Structured Data | Springer,

2019

LeADERsHIP & CoMMUNITY

Co-lead, Global Voices TMRG | GitLab

Fostered cross-cultural collaboration across GitLab's globally distributed workforce spanning 65+ countries,
promoting inclusion and stronger connections across regional teams.

LANGUAGES

English (Fluent), Mandarin (Fluent), Cantonese (Fluent), Malay (Fluent), Korean (Intermediate / Level 4, Sungkyun
Language Institute),

Page 2 of 2



