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Summary

A dedicated, operationally focused, incident coordinator with applications monitoring and escalation experience utilizing sing ITIL V3 processes to enhance restoration times and limit impact to the daily business environment. Coordinates incident recovery within ERP applications processing on complex open server technologies

Professional Experience:

JCPENNEY PLANO, TX							    7/2006 to 8/2010
Technical Specialist – Open Systems
 
· Responsible for analyzing, researching and recommending alternative actions and resolving complex problems.  Identifies trends to proactively prevent problems and develops processes to resolve.  
· Takes corrective actions or escalates issues to achieve timely recovery with minimum impact to the Customer.  
· Provides second level technical solutions for problems without assistance.  Follows operational standards for meeting, reporting, monitoring, and troubleshooting all production issues.  Facilitates communication between technology teams and vendors to resolve problems, identify permanent solutions and implement changes.  
· Provides first and second level problem analysis, diagnosis, and restoration of service for all IT related issues with monitoring sensor tools: VMware, Webmon, Microsoft SCOM, BMC Patrol, Event Manager, and Remedy incident management.  
· Assisted in the Setup of Microsoft Perfmon real-time monitoring and adjusted counters per Server, Applications and network resources resulting in maximum efficiency. 
· Analyzed and provide diagnostic services for all problems encountered with company open system implementations, AIX, UNIX, NT and LINUX OS and the networks that connect them to the enterprise. Diagnosed services for OS related problems, hardware problems, application problems or network related issues associated with an open system. 
· Addressed a vast array of problems crossing many different applications: Siebel, SAP, Oracle Financials & CRM, Peoplesoft, Exchange messaging systems. . 
· Notified and communicated problems to JCPenney Management, 3rd Party Vendors, suppliers, and in-house staff in a timely manner. Identified recurring problems, root cause analysis and took corrective action. Performed complex installations for open system platforms maintained monitoring tools for Open Systems. 
· Monitoring system backups was also part of our role in the ITSD; those backups ran on TSM (Tivoli Storage Manager). We conducted first level trouble shooting for any backups that failed

Affiliated Computer Services DALLAS, TX 					12/2002 to 06/2006
Infrastructure Management Analyst
· Responsible for analyzing, modifying, and/or escalating resolution of computer programs across mainframe, midrange, client server and desktop platforms, to ensure user requirements/program objectives are met.
· Consults with end user to identify current operations procedures and clarify program objectives.  Monitors computers program performance to detect errors; apply testing procedures/methodologies utilizing diagnostic software and provide interpretation of data.  
· Analyze new and existing vendor software; provide installation, maintenance and customization of vendor software as required CA7/MVS ./01 ACCOR Economy Lodging

Prime Search LTD 									3/99 to 12/99
MVS Systems Programmer - Contracted out to IBM Global Services as an MVS Consultant. 
· Responsibilities included primary (24x7) on call problem resolution support (telecommuter) for the following software products running on an IBM MVS platform: VTAM, NCP, TCP/IP, CICS, IMS, DFHSM, CA7, CA11, VPS, DRS.

Additional Experience

AFFILIATED COMPUTER SERVICES DALLAS, TX. 					12/93 to 2/99
Technical Support Analyst 							  	
· Responsible for client availability on multiple MVS systems. Client product support for VTAM, TCP/IP, CICS, IMS, VPS, DRS, IOF and CL/SUPERSESSION using Service Center ITIL V2 processes.. 
· Monitoring batch jobs problems through CONTROL-M, CA-7 and CA-11. Accountable for application, task and network problems resolution.
Senior Computer Operator
· Responsible for monitoring 11 LPAR systems, performing all MVS, JES2, VTAM, NETVIEW, and CICS operating commands while using 3rd party software along with JCL, ISPF, IMS, IDMS, and IBM utilities.
· Resolved operation and performance related problems with MVS, HSM, RACF, JES2, TSO/E, ISPF as well as non-IBM products. Utilized GTF traces slip dumps, standalone dumps, and Candle / Monitoring tools for resolution of problem issues. 

ARCO OIL AND GAS CO. /ARCO EXPLORATION CO. PLANO, TX. 			10/84 to 11/93
Data Media Operator  
· Operate 6 STK robotic silos, LSM and ACS; monitor free cell limit; run daily, weekly and monthly reports for tape library. 
Computer Operator/Lead Computer Operator 
· Coordinate, monitor batch processing under OS/MVS/XA and Cray system.  
· IPL Host and restart Cray systems weekly; submit daily backups, verify accuracy of hardware reports. Monitored corporate Cisco Router network with SNMP based Netview 6000 management platform. 
 
Electronic Data Systems Dallas, TX							1/84 to 10/84   
Tape Librarian 
· Work with 3420 Tapes; TSO/ISPF/TMS; IBM 3800/3825 Laser Printer. 

Skills utilizing: ITIL V3 service processes, Alert Management, IBM Mainframe, Windows, Linux, & Unix server platforms, Tivoli Storage Manager and BMC Patrol with Event management consolidation.

Education 

ARCO Oil and Gas Exploration - In-house (CBT) Courses: Intro to TRAINING:  TSO/ISPF/SDSF (basic and advanced), Advanced to JES2, Intro to D.P. for End Users, MVS commands, MVS Problem determination, Basic Computer Concepts, 3278 Terminal Operation, 3704/3705 Communication Controllers, and JCL (Job Control Language). 

IBM training: 

· AIX/Netview 6000 Basic System Administration 2/94 
· AIX/6000 Advanced System Administration 4/94
· AIX Netview/6000 Implementation   8/93 
· SOFTWARE: MVS, VTAM, NETVIEW, NCP, VPS, Supersession, TSO/ISPF/TMS, JCL, IMS, IDMS, IMF, Control-M, Infoman, Microsoft Products




