Eduard Johannes C aproth 1|

Seni or Support Engi neer
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Profile

Seni or Support Engineer with 10+ years of experience across enterprise technical support, Linux
system admi ni stration, and infrastructure operations. At Atlassian, served as Jira Data Center SME
for clients including NASA, the FBI, Nvidia, Tesla, and SpaceX, nmintaining 100% CSAT across

mul ti pl e consecutive quarters and growing into an Al Chanpion role. At DreantHost, progressed from
live chat specialist to system admi ni strator managi ng 20, 000+ servers. Known for deep technical
owner shi p, cal munder pressure, and raising the people around them

Technical Skills

Jira Data Center: Installation/upgrades, JVM heap & thread dunp anal ysis, SAM./ SSO (Ckta/ Azure
AD/ Googl e), LDAP/AD, Jira autonmmtions, SQ. data fixes, Tontat, reverse proxy (Apache/ Nginx), NFS,
| og analysis (catalina.out, atlassian-jira.l og)

Mai | & Auth: SMIP/ | MAP/ POP, QAuth2 & Mcrosoft Graph APl in Jira, raw mail header analysis —

val i dated Mail SME

Linux & Infra: Process nonitoring (top, strace, free -n), networking (ip config, ip route, telnet),
SSH SFTP, iptables, SSL/TLS, DNS, Ansible, Chef, Nagios, G afana, DataDog, Bash, Perl —validated
Li nux SME

Dat abases: M5 SQ Server, MySQ., PostgreSQ, Oracle —querying, updates, rollbacks, schema fixes,
CSV bul k i nport/export

Support & Ops: Enterprise escal ati on handling, queue managenent, incident/outage response, KCS
know edge base aut horing, UAT testing

Al & Tooling: Al Agent Assist (pilot tester & AMER Chanpi on), GPT-based workfl ows, Zendesk,

Conf l uence, in-house CRM billing

Experi ence

Seni or Support Engineer |, Atlassian

San Franci sco, CA (Rempte) | July 2022 — March 2026

Jira Data Center SME on the Select/Priority enterprise team Provided support to clients including
NASA, FBI, DHS, Nvidia, Tesla, SpaceX, EA, and Gearbox across conplex custominfrastructure stacks.

Custoner |npact & Technical Depth

¢ Mintained 100% CSAT across mul tiple consecutive quarters (team avg 96.9%; handl ed 29% nore
assigned tickets than team average in FY24 H2 and resol ved 166 tickets in FY25 H2 vs. team avg of
145.

e Validated Mail SME: di agnosed SMIP/ | MAP/ POP issues, QAuth2 and Graph APl auth failures, and raw
mai | header anonmlies across enterprise environments.

e Specialized in JVM heap analysis (S8) —thread dunp triage for performance issues, heap dunp
analysis for OOM Achieved 11 of 12 segnment specializations.

* Resolved deep Jira DC issues: SAM./SSO LDAP/ AD, reverse proxy, NFS, Tontat, and SQL.-|evel fixes
across PostgreSQ., MySQ,, MSSQ., and Oracl e backends.

Al Chanpi on & Org | npact

e Selected as Al Agent Assist pilot tester —feedback directly contributed to conpany-wi de roll out
across all internal support teans.

e Served as AMER Al Chanpi on: reached out to 8+ | ow adopti ng engi neers and drove neasurabl e

i mprovenent in regional Al engagenent netrics.

e Led first ACE with US Bank through a hi gh-stakes cloud-to-DC migration; selected as Server End of
Support Chanpion for global Jira Server EQL transition.

Ment or shi p & Enabl enent

e Mentored new hires through onboardi ng, queue ranp-up, and SOP wal kt hr oughs —f ocused on bui | di ng
di agnosti c reasoning, not just answering questions. Led Wst Coast Critical Pod coverage, APAC QM
handoffs, and contributed to Shiplt hackathon and One Cick UAT.



System Administrator Il - Junior Sysadm n, DreanHost

Brea, CA (Renpte) | Cctober 2018 — July 2022

Progressed from Junior to SysAdmin Il over 4 years, overseeing reliability for 20,000+ servers
across shared, VPS, and dedicated hosting infrastructure.

e Mnitored server fleet via Nagi os/G af ana; nmanaged config and depl oynents using Ansi bl e and Chef
across thousands of servers sinultaneously.

e Adm nistered MySQL dat abases includi ng schema fixes and rol | backs; handl ed DNS, SSL/TLS,

i ptabl es, SSH SFTP, and WordPress/PHP hosting at scal e.

e Automated operational tasks with Bash and Perl; identified and shut down abusive IP traffic and
spam canpai gns affecting tens of thousands of custoners.

Techni cal Support Specialist Il, DreanHost

Brea, CA | My 2014 - Septenber 2018

Seni or | C and peopl e nanager across a 50+ engi neer org covering live chat and ticket queues.

e Managed 6-7 direct reports; coordinated queue routing and outage response for 50+ engi neers.
Averaged 70-75 |live chats per 10-hour shift against a quota of 60.

¢ Resolved DNS, SSL/TLS, MySQ., WordPress/PHP, and emmil issues for thousands of custonmers nonthly
usi ng Zendesk and in-house CRM billing tools.

Tech Agent, Onshore Tech & Custoner Services

On-site | February 2013 — April 2014

e Provided renpte technical support via desktop tools —malware renoval, PC diagnostics, and system
optim zation for end users.

¢ Recogni zed by direct manager as one of the best hires —consistent, reliable, and first to
volunteer for difficult cases.

Educati on

Comuni cations in Media Studies —Azusa Pacific University (2010-2011)
Associ ate of Arts, Transfer Courses —Citrus College (2006-2009)

Ref erences avai | abl e upon request



