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SUMMARY

A PMI certified Project Management Professional and ITIL Service Manager with extensive experience in information technology. Broad working knowledge in ITIL, process improvement and building cross-functional teams in a matrixed environment. Effective at working with management in achieving operational excellence, fostering open communication, and problem solving. Background includes formal project management methodologies, managing relationships, customer service and best practice implementation. Major strengths include:

· Business Process Design

· Quality Assurance

· Continuous Improvement

· New Process Development

· Performance Management

· ITIL Implementation

· Requirements Gathering
· Process Improvement

· Leadership Skills

· Executive Presentation

· Empowering Others

· Fiscal Management

· Re-Org Experience

· Mission Oriented

· Strategic & Tactical Planning

PROFESSIONAL EXPERIENCE

UNILEVER Americas, Trumbull, CT

















 

 2006 - 2008
Quality Assurance Lead
Lead Unilever Quality Assurance group on process improvement projects and programs. 

· Instituted a Quality Assurance department, methodology, and process for Unilever IT Services. 

· Project Manager on Remedy 6.3 implementation in North America.
· Developed ITIL process assessment methodology and performed first ITIL CMM Assessment for NA.

· America’s Transformation Assessment team member. Team designed and developed the new ways of working within the 4-Quadrant restructured model to ensure ITIL alignment and business focus.
· Project Manager for HACMP Upgrade and Best/1 Capacity management tool upgrade.

UNILEVER North America, Trumbull, CT

















 2004 - 2005
IT Sr. Project Manager (Consultant)
Managed multiple technical projects for the Global Infrastructure Organization. 

· Deployed BluePoint managed backup solution to 144 North American remote locations W2K3 File and print environment, Business Critical Applications and database servers. 

· Implemented a 7 server VMWare environment in preparation of 140+ server consolidation effort.

· Lead project to replace remote site ISDN WAN backup solution with firewall VPN broadband.

· Pilot project for using NTP software to control hard storage disk quotas in 13K user environment.

· Built a 10 server environment for Remedy software consisting of clustered Web, Application and SQL servers and off-site disaster recovery environment.

· Assisted on various project including: ITIL process implementation, SAN upgrade to IBM Shark and 10K client refresh from NT to Windows XP.


GATEWAY INC., Sioux Falls, SD 



















 
1998 - 2004
Business Program Manager
Managed multiple programs, projects and ongoing operations for the technical support organization.

· Established program for controlling business unit write-offs recovering 3.3M, 60% improvement.
· Instituted workforce management flex-schedule system which reduced the annual labor budget by 4.3M and curtailed overtime by 60% while maintaining customer satisfaction and cycle time.
· Championed internal Tier5 support hotline cutting critical issue response time in half.
· Developed job description and hiring requirements for 7 positions and 900 incumbents
· Created revenue breakdown reporting system for identifying areas of opportunity, sales increased by 12M while reducing uncollected labor revenue from 12% to 3%

· Location closure project to shutdown of 192 retail locations and 2500 jobs. Responsible for Northeast site closures, project schedule control, and human resource information management

PROFESSIONAL EXPERIENCE 
(continued)

IT Technical Project Manager 

Managed enterprise level projects. Directed diverse teams to ensured maximum stakeholder satisfaction

· Engineered automated PC diagnostic software increasing productivity by 156K direct hours saving 2.2M in 2002 and 3.1M in 2003 and improving diagnostic accuracy by 20%

· Engineered network based software package loading system reducing unit reload time by 70% and technician interaction by 90%. Improved target customer satisfaction by 200%

· Project Lead on Siebel CRM Implementation for 1100 users
· Administrator of department intranet, ensured ISO compliance and corporate communication standards

· Commanded program to improve zero-defect rate by 50% saving 6M in 2002 and 8.2M in 2003

GATEWAY INC., West Hartford, CT 



















 1998 - 2004
Regional Service Manager 

Managed 31 technical service facilities across 11 eastern states

· Managed up to 220 direct report managers, technical and customer service staff

· Responsible for $32M in P&L, establishing objectives and business unit budgets

District Operations Supervisor 

Supervised 16 technical PC service facilities in four states.

· Recruited, performance managed and facilitated training for 70 technical positions

· Opened 28 service centers including first international pilot; closed eight under performing locations

RELATED EDUCATION AND TRAINING

 Bachelor of Science in Business - Information Systems in progress – 3.2 GPA 

Certified PMP – PMI Member
Certified ITIL Service Manager – Masters

Certified ITIL Practitioner – Inc, Prob, Chg, Cfg, Rel
Unilever PMI Project Management Training

Microsoft Certified Professional – Windows, Server, Networking

CompTia A+ Certified Windows, DOS

CMMI Process Maturity

Six Sigma training in core operations application

Dale Carnegie, Situational Leadership, and various management training

ITIL Training in Change, Release and Configuration Management

TECHNICAL COMPETENCIES

Software:
Adobe PhotoShop, Remedy 6.3, Microsoft Project/Office/Visio/FrontPage, Advanced MS Excel, MS Windows – All versions, Siebel.

Hardware:
Server configuration, desktop and portable PC configuration & service, wireless networking, routers, hubs, switches, firewalls, printers, Ethernet cabling.

