
Ralph Laude 
ralphpaolo.laude@gmail.com  •  +639989877834  •  portfolio.ralphlaude.com 

Technical support and documentation professional with 12 years of experience supporting software and 
enterprise systems, with hands-on experience in incident management, REST APIs, Postman, ServiceNow, 
GitLab/GitHub, technical troubleshooting, automation, and knowledge management. Experienced in 
collaborating with development and technical teams to investigate issues, document resolutions, and 
improve support processes. Currently expanding into AI/LLM platform operations and automation 
workflows. 

SKILLS 

• Technical Support & Operations: Incident Management, Incident Triage, Troubleshooting, Escalation, 
SLA Management, Root Cause Analysis, ServiceNow, ITSM, Knowledge Management 

• APIs & Integration: REST APIs, HTTP/HTTPS, OpenAPI, Swagger, Postman, cURL, API Testing, API 
Troubleshooting, Authentication, Authorization 

• Programming & Automation: Python, JavaScript, Bash/Shell, Automation, Integration Workflows 
• Systems & Infrastructure: Linux, DNS, Firewalls, VPN, Log Analysis, System Troubleshooting 
• DevOps & Cloud: Git, GitLab, CI/CD, Deployment Processes, Containers, Docker 
• AI & LLM: LLMs, Prompt Engineering, AI Automation, AI Workflows, AI Platform Operations 
• Documentation & Knowledge Management: Technical Documentation, API Documentation, 

Runbooks, SOPs, Knowledge Bases, Troubleshooting Guides, Incident Reports 

EXPERIENCE 

Freelance Automation Specialist 
January 2026 – Present 
Design and develop AI-powered automation workflows for streamlined processes. 
• Freelance.com Project Fetcher  

Developed an n8n automation workflow that periodically retrieves Freelancer.com projects through 
API integration, processes project data using an LLM, generates structured summaries, filters relevant 
opportunities, and stores results in a data table for downstream workflows. 

Myridius |  Technical Writer – EPG Developer Portal 
May 2024 – December 2025 
Supported API and developer-platform operations by validating REST API behavior and documentation 
using Postman and IntelliJ IDEA, collaborating with product and development teams in an Agile 
environment. 
• Achieved 100% on-time publishing of release-related updates, including API specifications, release 

notes, and feature documentation. 
• Managed GitLab repositories containing API reference and developer portal documentation, 

supporting version control and release activities. 

Cognizant Technology Philippines, Inc. | Knowledge Manager for YouTube VET 
September 2023 – May 2024 
Managed and organized the YouTube Vendor Development knowledge base, collaborating with clients to 
create and update articles, resulting in improved efficiency and accuracy for VD agents. 
• Completed audit of 1500 articles within target SLA, achieving a 99% average rating on internal quality 

audits by ensuring the correct usage of client- and customer-sensitive terms. 

https://portfolio.ralphlaude.com/
https://portfolio.ralphlaude.com/
https://portfolio.ralphlaude.com/projects/freelancen8n/


• Coordinated with clients and instructional designers to align process KB articles with training 
materials, enhancing the consistency and usability of documentation. 

NICE CXone Philippines, Inc.  |   Technical Writing Specialist (Knowledge Management) 
June 2021 – September 2023 
Participated in incident management activities for Priority 1 incidents, providing real-time stakeholder 
communications and coordinating with technical teams during incident resolution. Created post-incident 
documentation capturing incident details, remediation activities, and resolution information for future 
troubleshooting and knowledge reuse. 
• Achieved 100% on-time publishing of incident documentation articles.  
• Maintained 300 NOC and Incident Management knowledge articles in ServiceNow, improving 

accessibility and usability of operational troubleshooting information. 

Vertiv (Singapore) Philippines, Pte. Ltd.   |   Engineer II – Technical Documentation 
October 2013 – June 2021 
Developed and maintained technical documentation for Vertiv’s UPS and HVAC products, including 
installation, repair, maintenance and upgrade procedures. 
• Achieved 100% TAT for user feedback handling, which increased user engagement in feedback 

collection. 
• Developed PowerShell and CLI scripts that automated code migration, reducing manual effort by 80%, 

improving operational efficiency and reducing repetitive manual activities. 

EDUCATION 
BS in Electronics Engineering   |   Manuel S. Enverga University Foundation – Lucena City 
June 2008– April 2013 

LICENCES AND CERTIFICATIONS 

ECE Licensure Exam Passer, December 2013  •  ECT Board Exam 4th Placer, October 2012 
 

https://www.prc.gov.ph/uploaded/documents/EE1213se.pdf
https://prc.gov.ph/uploaded/documents/ET1012t06.pdf
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