JOHN D. KLEIN

147 Hickory Ridge, Midland, MI 48642 / (989) 513-5191 /jklein07@charter.net
Technical leadership 

Successfully led global IT teams of up to 150 and have driven 

business process improvements that promoted efficiency and cost savings. 

Known for ability to hire, train and inspire high-performance teams

Strengths include:

	· 25+ Years Leadership and Technical Experience
	· Business Process Analysis & Redesign

	· IT Strategy Creation & Implementation
	· Employee Motivation, Mentoring & Training

	· Effective Crisis Management
	· Change, Problem and Incident Management

	· Process Focused Leader that is ITIL Certified
	· Excellent MS Excel Skills


Professional Experience

Synergy Services – CSC subcontractor, Chrysler Account., Sterling Heights, MI
2010 – 2010

Production Environment Manager (Incident Management and Service Restoration)

The Chrysler account is a highly complex, multi-vendor , global account operating in a 7x24 environment.  The primary role of the PEM is to quickly provide leadership, operational focus and problem analysis to minimize the amount of downtime and maximize the effectiveness of interdependence between multiple vendors. Areas of contribution:

· Developed a comprehensive training and On-Boarding package for new hires to the PEM team.
· Effective use of resources, new tools, technology in developing new processes to help ensure that issues identified through Root Cause Analysis would not reoccur.
· Coordinated communications to ensure that integration of new, enhanced and existing service delivery processes met client specifications.
Synergy Services – CSC subcontractor, ascension Health Account., Warren, MI
2010 – 2010

Service Delivery Manager (Detroit)

The Ascension Health account is a faith based health care account operating in a 7x24 environment.  The primary role of the SDM is to provide leadership and direction for the service delivery of all IT services (clinical areas inclusive), including infrastructure stability, availability and interdependence between multiple vendors, including a major key player Cerner. Areas of contribution:

· Coordinated communications between CSC and key personnel in Ascension Health.

· Drove service restorations when an outage occurred to have the minimum impact as well as engaging CSC service lines to implement processes to ensure incident did not reoccur. .

· Enhanced asset management process to ensure financial and physical accountability.
CSC, General Dynamics Land Systems Account., Sterling Heights, MI
2004 – 2010
Business Office Manager and Deputy Service Delivery Manager

Develop IT strategy, operational focus and financial accountability for this $100 million account which has strong interdependence within the AIS lines of service and the TMG and AAS organizations.  Initially charged with establishment of the Business Office and development of metrics. Subsequently expanded functional scope of Business Office to address critical business process issues as well as operational escalation points.. 
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Incident and Problem Management

· Effective analysis of business processes including those associated with incident management of the Eastern Center Helpdesk and USD ticket system.  Process improvements resulting in higher 1st call resolution and increased knowledge data base for quicker resolution of incidents.
· Implemented the Service Restoration Team core process on the GDLS account to include definition of operational roles and responsibilities for facilitation, automated page outs and 15 minute SRT initiation for all severity 1 and 2 incidents.
· Developed and chaired the RCA Review Board which drove many process improvements resulting in lower priority 1 and 2 incidents and increased teamwork between various Lines of Service.

Account Leadership

· Worked with the CSC Lines of Service to develop and refine metrics, including Change Management, Incident Management, Service Restoration, Root Cause Analysis, System Availability, Employee Productivity and Management Escalation.

· Negotiated with GDLS senior leadership Service Level Agreements, administration of those agreements and conducted monthly reviews of the 76 SLAs.

· Developed and administered the Green Days reporting (customer experience) which is used by senior CSC and GDLS leadership.  Additionally, served as a SME for other GD accounts implementing the Green Days strategy.
· Performed in the ITIL roles of Change Manager, SLA Manager and had shared responsibility for Incident Management for the GDLS account. 
· Provided leadership for the Workflow Coordinators, Asset Management, Client Order fulfillment as well as for the staff in the Business Office.

· Provided interim site leadership for the Woodbridge VA facilities for 6 months while a new permanent site lead was selected.  This included direction of the technical staff, P&L responsibility, as well as improving a declining client and support staff relationship.
Asset Management

· Lead the team for improving Asset Management accuracy from a low of 60% to consistently averaging over 97%.  Repeatable and sustained process improvement.
· Managed the delivery and operation of the service management lifecycle for the ICMS (install, change, move, surplus) system through multiple Workflow Coordinators.
Client Order Fulfillment 
· Lead a 6 Sigma project to improve the hardware/software maintenance renewal process which saved nearly $100k in late and reinstatement fees.

· Designated the Point of Contact for the client to resolve all maintenance renewal issues and vendor support issues not being addressed within the various Lines of Service.

EDS, Dow Chemical Account, Midland MI
2001 – 2004

System Administrator (Team Leader)

Performed in both the technical and leadership role for the Backup and Restore team consisting of 20 Associate System Administrators providing 7x24x365 global support.  This position is the primary focal point for all project management, incident management and escalation, for all issues dealing with the server operations function Between EDS and Dow.

· Collecting, analyzing, and reporting group and individual performance and productivity data.  Have implemented several productivity improvements, which allowed for a resource reduction of 20%.
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· Management responsibility including hire/fire, salary administration, employee development and recognition, individual performance feedback and coaching

· Defining and measuring processes to attain a 95+ percent success rate for the Backup/Restore function EDS provides to Dow

EDS, Enterprise Storage Team, Auburn Hills
1997 – 2001

Service Center Advanced 

Provided strategic and tactical Storage Management technical support for both mainframe and server environments.   Enterprise Storage uses multiple software and hardware vendors to accomplish their group objective  

· Functioned as a Subject Matter Expert for the EMC EDM backup solution.  Implemented process changes to the backup processes, which realized a cost savings of $150K annually. 

· Received recognition from leadership for top productivity levels on the team.

· Design, develop and implement changes to the Quick Tape system that is used by the Tape Operations team to improve the efficiency and shorten the amount of mount pending time and served as a Subject Matter Expert for the Quick Tape product.

· Implemented Sutmyn and StorageTek virtual tape solutions as part of Tape Storage Administration team for 35 images in 6 months time.  These technologies reduced the mount pending time for tape mounts as well as decrease the amount of physical space and resources.
· Analyzed the effectiveness of CARTS-ME software and was part of the overall corporate certification of this software package.
EDS, Service Mgmt Center – Operations team, Auburn Hills
1990 – 1997

Control Center Manager (1995 – 1997)

Xerox Operations Manager (1993 – 1995)

Control Center Shift Manager (1990 – 1993) 

Promoted through progressively responsible management positions before assuming management accountability for 35 computer operations and help desk support personnel providing 7x24 global computer operations support.  Controlled annual expense budget of over $3 million.
· Provided leadership and direction for the implementation and certification of ISO 9001 quality standard. 

· Functioned as a Subject Matter Expert on the core team that designed and implemented phase 2 objectives for the EDS Corporate Operations Development Program.

· Played key role on the due diligence teams for the migration of operational work from data centers located in Columbus IN and Webster NY.

· Responsible for the selection of Xerox transition operators and the operational support portion of the migration of the data center in Webster NY to Auburn Hills SMC.
Early Career:

EDS, Service Mgmt Center – Operations team, Auburn Hills  
1986 – 1990
Data Management Supervisor (1989 – 1990)

Computer Operator (1987 – 1989)

Operations Development Program - Computer Operator (1986 – 1987)

· Managed, planned and directed an entire shift of tape operations and document control personnel, ensuring the timely mounting of tapes and the shipping and receiving of tapes and print resources.
· Worked in the Data Management area and P.C. troubleshooting.  Duties include: team leader, job control and distribution of reports, maintain inventories of tapes.

United States Navy

Electronics and Flight Simulator Technician
1980 – 1985
Education and certificates Summary

Michigan Works – National Career Readiness Certificate
CSC – Six Sigma Green Belt training

EXIN International – ITIL Foundations Certified

CSC Succession Plan – Selected for the $20-$50 million tier with mentoring  with GDLS SDM

EMC vender class – EDM Backup and Recovery

EDS - Internship Program for Management.

EDS - Behavioral Interviewing

EDS - Continuing Education Computer Based Technical Training courses.

EDS - Operations Development Program

U.S. Navy - Leadership Development courses.

