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TECHNOLOGY BUSINESS MANAGER

Delivery Through Personal Performance and Leadership

PROFILE

Highly experienced IT Professional with a record of developing and supporting successful high ROI IS / IT projects and solutions incorporating a wide range of applications and technologies. Consistently recognized and tasked to improve organizational effectiveness and efficiency through leadership that aligns the business processes and IT infrastructure to realize cost savings, accelerate performance, and sustain strategic flexibility.

CORE COMPETENCIES

Performance Optimization • Process Improvement • Change Management • IT Strategy • Mentoring

Global Delivery • Training • Hardware • Software • Peripherals • Configuration Management

Systems Administration • Systems Integration • Project Management • Team Leadership

Infrastructure Development • Client Relationship Management • Team Development

ITIL and Six Sigma methodologies

PROFESSIONAL EXPERIENCE
Credit Suisse, New York, NY

                       



          Oct2007 – Jan2011
Vice President, Global Product and Service Manager, IT Asset Management
Oct2009 – Jan2011
Subject-matter expert accountable for establishing and strengthening relations with both Business and IT partners through regular meetings.  Established governance / program information sharing forums to review and make decisions on critical changes to improve processes and IT systems.  
· Customer management responsibilities include establishing and strengthening relations with both Business (IB, PB, AM & Corporate) and IT partners through regular meetings.  Established governance / program information sharing forums to review and make decisions on critical changes to improve processes and or systems.  Actively working with customers to improve measurements, provide IT strategic recommendations, specifications to improve functionality, leading implementations to increase efficiencies in processes and data quality in systems.
· Service owner responsible for defining vision, strategy and roadmaps showing 3 – 5 year view.  Also, driving process lifecycle focused on strategic service improvement to harmonize and align across all businesses and regional support organizations, ensuring business functional areas receive transparency into asset consumption and cost.  Performed monthly reviews of service KPIs with both business and IT to ensure service is performing as expected and or identify new opportunities for improvement.  These reviews assisted in addressing multiple breaks in process and system, which were improved via strategic changes.
· Product owner responsible for defining specifications to improve processes and or system functionality based on business objectives.  Driving continuous improvement of Asset Services provisioning process and systems to ensure business expectations on performance and success criteria are met.  Identified and implemented multiple improvement changes, which improved and automated the provisioning process to support employee on/off boarding processes without manual intervention.  Finally, enabled employees asset provisioning via self-service portal to support new install, replacement installs, and returns.  Partnered with Corporate Systems to automate provisioning for new hires and leavers.
· Process management oversight, continuous improvement based business objectives and driving workshops via cross functional teams with on/off shore resources globally to ensure compliance with Business and IT operational support models.
· Vendor management responsibilities consisted of understanding provider contract agreement with firm and workflows, which I would use the feedback to identify process improvement opportunities and ensure it adheres to standards.  Also, leverage providers to design and implement based on detailed specifications – example: improvement to data warehouse quality and on-boarding of new attributes to increase transparency of asset consumption patterns.
· Reporting services responsible for defining both Business and IT KPI measurements represented in a scorecard / dashboard based on agreed targets to ensure that the process, systems, and actors are performing at proper levels.  Measurements reviewed with both Business and IT in separate review forums to raise transparency into consumption, approval and rejection patterns.
Vice President, Global IT Executive Support Service Manager 

              Oct2007 – Oct2009 
Successfully managed the global operations of the Executive IT Services (ExecIT) daily business, which is to provide end-to-end service delivery to the executive board members, their directs, and those very important business-support functions.  Created detailed training regiment, functional roles and accountabilities included in overall run-book document, which I used to express role requirements to staff and for new employee hiring process.  I managed all resources and activities against yearly performance objectives and budget.
· Manage the global operations of the Executive IT Services (ExecIT) daily business, which is to provide end to end service delivery to the executive board members representing all businesses (IB, PB, AM, & Corporate), their directs, and those very important business support functions.  Created detailed roles and responsibility included in overall run book document, which I used to express role requirements to staff and for new employee hiring process.
· Relationship management is performed on a regular basis with customers to ensure high satisfaction of services.  Also, collect feedback on improvement opportunities in which increased efficiencies can be achieved with change.
· Stakeholder management is performed on a regular basis through individual and team meetings with business and suppliers to ensure requirements are understood and time to delivery is on target.

· Improved and syndicated Executive service offering to Business and IT.
· Defined teams training program to ensure all staff had the proper technical and customer relations skills.  Began with evaluation of all staff to understand current skillset, than held workshops to bring up team to proper skillset.
· Defined support model, framework, escalation processes and policies to ensure resources understood their roles and responsibilities, and what was expected of them by the organization.

· Defined and established global follow the sun support model, which included new rollover hotlines, shift handover to regional team, and detailed escalation processes.
· Managed cross regional resources, distribution of products and services globally to the executive customers, and research of emerging technologies to improve the executives experience
· Created and maintained the ExecIT service catalog, which consisted of four main service levels: in the office, on the road, in the home office, and for public presentations.

· Created and maintained operational processes, which consist of communication plan, incident creations, problem analysis, ExecIT project portfolio and reporting framework.

· Developed performance measurements to track problems, accomplishments and process gaps.  Analysis would be performed on a monthly basis to understand trends and identify improvement opportunities.

· Planned and executed on the ExecIT Project portfolio, which consisted of the Service branding, expansion into Asia Pacific, Global service launch and promotion to the executive customers

· Monitoring of all technology implementations and change management initiatives that would impact the executive customers, which included the customer eMail migration from Exchange 5.5 to 2003 services and antivirus services from Inoculan to McAfee, implementation of myDesk and X1 desktop search service successfully without any impact to the executive client.
· Responsible for the development operation quality improvement of the ExecIT services, which consisted of re-engineering existing processes to add additional efficiencies and control points to manage the changes more effectively.
· Created and maintained executive customer list, which included the migration from a complex Microsoft excel document and integration into SQL database with SharePoint frontend website.

· Developed and maintained the new ExecIT Customer and Department portals on SharePoint 2007.

· Maintaining and monitoring staffing, levels, Knowledge-Skill-Attitude, expectations and motivation to fulfill organizational requirements that was accomplished through surveys, workshops, management and team meetings.
· Reporting was performed on a regular basis for all incidents, problems, and book of work in global and regional views.
· Technologies monitored and administered for our customers consisted of, but not limited to the following: Audio & Video conferencing to the desktop and conference rooms, Windows hardware and software, Network connectivity in the office and when remote, and Blackberry services.
JP Morgan Chase, New York, NY                    



                         Jan2000 - Jun2007
Vice President, Solutions Manager

Subject-matter expert accountable for core desktop infrastructure, application integration / implementation and level III support services to the Investment Banking business.

· Accountable for core desktop application implementation and level III support services to the global Investment Banking businesses.  Also, responsible for defining strategy, standards, application and process documentation for core products and services.
· Single point of contact responsible for all escalations related to core product suite, such as: Microsoft Security patches, Office including service parks, OS updates including service packs, including software deployment mechanisms (SMS & Zenworks), authentication directory services (Active Directory, Novell, & LDAP), Logon scripts, performance, and connectivity.
· Implemented automation, processes, and controls to drive cost efficiencies by enhancing the desktop build process to include business application suite, restructuring Active Directory organization unit, review and implementation of Dynamic File System, implementing systems configuration management database and web portal to provide transparency into the client environment.
· Developed, trained, and maintained the team’s global incident management and service request processes.  These processes provided the team with the proper way to handle escalations of troubles based on severity and type.
· Managed and coordinated planning sessions of design, development, testing, certification, and deployment of core applications across multiple platforms.  A run book was created to provide step by step process to perform quality assurance testing on all core application prior to deployment, which included testing products using the software deployment mechanisms (SMS 2.0, SMS 2003, and Zenworks) to document and communicate confirmed client experience.  This process would allow identifying potential problems and appropriate time to remediate prior to mass implementations.
· Project managed multiple global and regional initiatives regarding RFP, POC, system development, application releases, and maintenance.  
· A sample of the initiatives I have accomplished are as follows:  Global implementation of Windows XP operating system service pack 2 update to 30,000 desktops, New York rollout of new desktop build image from Windows 2000 or NT to XP OS to 10,000 devices, North America upgrade of Microsoft SMS v20 supporting 6,000 devices to SMS 2003, Coordinated Network Appliance storage firmware revision update on 12 devices, Coordinated data relocation onto new hardware, Coordinated AD OU restructuring, 1,800 server relocation from downtown to midtown data center, and relocation of 4,000 clients from downtown to various midtown sites.
· Development of workstation configuration management portal application.  The portal provides a line of business view of all active workstations along with associated applications and custom configurations.  Support utilized this portal to look up client workstation or location information.  Service Delivery managers used the portal to determine current workstation count and application installations to compare with monthly billing of licenses and warrantees.

Hambrecht & Quist, New York, NY




                      Nov 1995 – Jan 2000


Director, Global Information Technology Manager


Successfully managed the regional operations of the Investment Banking daily business, which is to provide end-to-end service delivery support for all IT services.  I managed all resources and activities against yearly performance objectives and budget.





· Responsible for managing and maintaining all infrastructure systems in three locations on the East Coast (New York, Boston, & Atlanta) and two locations in Europe (Paris & London), which supported ~600 clients apart of the Investment Banking, Research, Equities trading, Institutional Sales, and retail businesses.  
· Team consisted of 22 professionals (18 employees and 4 consultants) providing 7x24 support.

· Managed and coordinated many infrastructure improvement initiatives to increase efficiency and reduce cost.  Such as: Data migrations to new server hardware platform, Network hardware platform upgrades from bay routers and Cabletron switches to Cisco routers and switches, Firewall upgrade from Raptor to Checkpoint, Messaging upgrade from Notes to MS Exchange v5.5, and Desktop hardware platform and OS upgrades from Apple to NT. 
Genicom  (formerly known as Harris Adacom), New York, NY

                     Sept 1993 – Nov 1995

Associate, Senior Field Engineer Lead – NASDAQ systems support contract
· Technical lead for 5 professionals responsible for support and implementation of all components in the NASDAQ trading application service with direct support for all New York, Connecticut, and New Jersey customers.  
TECHNICAL SUMMARY

Active Directory Services • SMS • Exchange • Windows Server 2000 / 2003 • SharePoint • Windows XP

Windows Vista • Novell – Directory Services and Zen-works / NAL • Altiris • Cisco • Checkpoint

IPC MX • ROLM PBX • Avaya voicemail • UNIX • Linux • SANs • Network Appliance

TRAINING / CERTIFICATION
MCSE • CCIE • PMP • SIX SIGMA • ITIL Foundation

Checkpoint Firewall on Nokia HW • IPC MX System
MILITARY

United States Navy 1990 - 1993

EDUCATION

New York Technical College   Brooklyn, NY
1993

Mercy College   Dobbs Ferry, NY 1999 - 2001

LANGUAGES

English • Spanish

