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3117 Village View Lane, Morrow, OH, 45152


dladams1993@hotmail.com • Cellular 513.680.7498 
Summary
Proficient in development, delivery, and support of cost-effective solutions and services for customers.   Accomplished through solid technical training, teambuilding, and leading teams to providing world class customer service to customers both internal and external to an organization.  

Experience
Chelexa Design & Engineering,  Taylor, Mi
2010 to Present
Consultant
Consulting in the capacity of Strategic IT Manager and UNIX/PDGS Support to junior technical support staff.

· Provide direction and guidance to current IT staff for all Chelexa locations

· Make recommendation and purchases of technology equipment 
· Keep the IT Department and the corporate focus aligned
· Provide UNIX and PDGS support via phone and onsite as needed

Hobsons, Inc, Sharonville, OH
2007 to 2010
Director of Support Services
Reported directly to the CTO/COO.  Tasked with building a new IT Support Services Department, resolve infrastructure quality issues, and design a department that is scaled for growth
· Supported 187 employees and within three years we grew to supporting over 500 employees 

· Grew the department from supporting one location to supporting five international locations

· Raised employee satisfaction from 22% to 94% documented through quarterly surveys in less than 15 months
· Responsible for corporate IT budget.  Negotiated with multiple vendors to provide cost effective and scalable solutions, standardized on common platforms resulting in a savings of over $550,000 to the company in three years 

· Developed support infrastructure processes and methodology to help standardize IT Support across the company.  Achieved minimal turn-around time for repairs, minimized risk, and maximized the average mean time between failures
· Project Management for IT.  Projects:  yearly replacement equipment roll out, global application roll outs, global email migration to hosted email, Installation/customization of new corporate ticketing system
Virtual Services, Inc, Troy, MI
1989 to 2007
Professional Services Manager
Managed four distinct departments: Hardware Maintenance, IT, Software Support, and Help Desk/Ford Motor Company Global Help Desk.  These departments supported over 100 local OEM Suppliers and nearly 3000 Ford suppliers.  
· Began as Team Leader, promoted to Field Service Manager, and then Professional Services Manager within six years
· Converted a department into one that was profitable while striving to attain a 35% gross profit margin and driving annual revenue of over $5 million dollars in a struggling automotive economy

· Manage the P&L statements of all my departments while also reporting directly to the CEO on the day to day and financial operations of the departments
· Through years of customer support and team building, created both quality teams and cross functional groups to support many corporate goals
· Technical Liaison between Virtual Services and Ford Motor Company, Johnson Controls, Lear Corporation  

Education
National Institute of Technology, Livonia, MI
1981
2 Year Computer Technology Certificate
Two year full time course on electronic technology covering theory, design, and troubleshooting of electronic circuitry
Batavia School of Automotive Drafting, Madison Heights, MI
1990
Certificate
Certificate was given as achievement the automotive drafting course.  The course was two nights a week for 6 months with an average of 25 hours home work per week teaching automotive body drafting
Additional Skills
· Project Managed three to four large OEM upgrades each year.  Each upgrade consists of approximately 100 supplier’s application upgrades over a 3 to 4 day span using team and outside resources to achieve the projected completion date.
· Managed Ford Worldwide PDGS Help Desk, supporting close to 3000 Ford customers worldwide.

· Project managed Y2K certification for Ford North America, completed in a six week span.  In addition I received special recognition from Ford Motor Company Vice President for this project

· Created Migration Whitepaper that Ford Motor Company distributed to administration professionals worldwide.  
· Created and managed the Y2K certification for Ford North America.  
Affiliations

AFSMI - Joined 1997. Long Standing Member of Association of Field Service Managers.  Attended three AFSMI world conferences.
Training
· Project Management for Customer Service Providers,  New Horizons
· Teamcenter Gold Certified, UGS Corporation, SDRC Ideas TDM certified
· Ford Teamcenter Remote Client Certified, Ford Motor Company
· Ford Motor Company Six Sigma trained

· Ford Product Design Graphics Subsystem certified

