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SUMMARY
Over 20 years of IT management experience with increasing responsibilities supporting Administrative, Engineering, Manufacturing, and Healthcare environments.  Expert at managing desktop and helpdesk support groups; procuring software and hardware; asset management; contract negotiations and review, vendor management and relationships; and preparation of budgets.  Work diligently to meet or exceed timelines and budget expectations, and SLAs.  Successful at managing IT projects such as:  Microsoft product (Exchange, Office, etc) upgrades, Facets (company wide business application) upgrades, desktop refresh, data center relocations, and software/application testing
PROFESSIONAL EXPERIENCE
2009-Present – Brookfield Elementary School and Brimfield Elementary School

Substitute teacher for grades 1 through 6.
2007-2009 – Filled the responsibilities of General Manager, finish carpenter, tiler, painter, etc on a home that we had started building before I got laid of from MultiPlan.

1998-2007 – MultiPlan (formerly Private Healthcare Systems - 1400+ employees, 12+ locations), Waltham, MA

Desktop Manager: Budget and operational responsibility for outsource contract for enterprise-wide desktop support, LAN/server, file and print, email administration and Help Desk.  Responsible for planning, procurement, deployment and asset management for all PCs, laptops, printers and desktop related software for the corporation, including negotiation of Microsoft Enterprise Agreement.
· Procured all hardware (desktops, laptops, printers, peripherals, specialty items) for entire company from selection and procurement through retirement with an annual budget of $809K.  Worked with key stakeholders to ensure their particular computing requirements and needs were met.
· Established and implemented a capital acquisition plan for hardware that eliminated spikes in purchases and after three years enabled predictable expenses and well as upgrade workload.
· Vendor relationship management for software, hardware, outsource vendor, and maintenance contracts.  Prepared and analyzed RFPs to obtain best pricing and add-on-services.  SME in translating needs in contract negotiations, renewals, preparation, and evaluation.  Worked with Legal Dept. to review final proposals.
· Software asset management – approved all non-standard desktop software installs to ensure appropriate use, adequate licensing, tracking, and adherence to desktop strategy.  Managed and negotiated $500K Microsoft Enterprise contract and resulting Volume Licensing Program as well as training, employee purchase rights and other MS benefits.  Performed regular audits to ensure licensing compliance and annual true-up.  Ensured software maintenance agreements and contracts were renewed as needed throughout the year with an annual budget of $2.7M.
· Directed, managed, approved and prioritized daily work and projects for outsourced desktop support vendor (which included Help Desk and Desktop support).  Approved costs and ensured adherence to annual budget of $1.9M.  Created queries for reporting and ran daily status meetings to ensure all issues were dealt with in a timely manner and that Service Level Agreements were met or exceeded.
· Renegotiated outsourcing contract in 2002 and 2005 to better align services with business needs, enhance terms and conditions, and improve service.  Each negotiation resulted in savings which reduced the total annual cost from $2.7M in 2002 to $1.8M in 2006.
Project Manager

· Created and managed the Information Services Delivery (ISD) Project Office.  Developed project plans, updated and tracked plans, created consolidated rollup plans, resource management, handled cross-functional projects, ran quarterly project meetings to determine priorities and budgets.

· Represented department in operational and strategic meetings.
1996-1998 - Harvard Pilgrim Health Care, Boston, MA
Data Center Manager

· Managed the Production Support group, the Distribution group, and the Computer Operations group for 2nd and 3rd shift at 2 data centers consisting of HP MPE and UNIX systems; IBM systems; AS400 systems; Digital ALPHA, VAX, and UNIX systems; PCs; and XEROX, IBM, and HP printers.  Rotate on-call support for weekend support.

· Managed direct reports by scheduling and delegating responsibilities.  Provide performance reviews, recommend training, develop performance improvement plans, and assist employees with development and career planning.  Implemented a successful shift turnover process.

· Created a process for proper handling and escalation of Help Desk Support Center calls during evening and weekend hours.  Reviewed operating policies and procedures and updated as needed.
· Assisted with the creation and adherence to a $3.5M budget.   Continually looked for ways to work more efficiently and effectively.  
1983-1996 - Digital Equipment Corp., Shrewsbury, MA
Computer Operations Supervisor (7 years)


· Managed a computer operations group which supported about 100 nodes/clusters and PCs with a 10K square foot computer room and remote labs.  Provided 7x24 pager support to assist operators as needed.

· Supervised direct reports by scheduling and delegating responsibilities.  Provided performance reviews, recommended training, and assisted with development plans.    

· Participated in budget planning and adherence to goals of a $1M budget.

· Tracked computer room and office computer equipment and capital hardware assets.  Worked with the property disposal group and finance to dispose of idle assets when appropriate.

· Interacted with vendors to ensure contract obligations and costs were met.

· Communicated with field service, networking, technical support, facilities and other support groups to ensure continuous/uninterrupted operation of systems.  Provided input to disaster contingency planning and support.  Provided backup management coverage for the Helpdesk and the customer support group.

· Interfaced with customers to ensure requests were fulfilled and carried out as customer intended.  Served as escalation for issues which required corrective action, problem investigation, or aggressive resolution.

· Documented operating procedures Revised and implemented new ones as needed.

· Created an effective turnover process between shifts, implemented a tape audit program, and updated backup procedures.  Assisted with production.  Supervised the Helpdesk and implemented customer satisfaction surveys and call resolution tracking.

Computer Operations Project Manager (3 years)

· Organized and scheduled all equipment de/installs and move projects with the main and remote computer labs.  Determined appropriate layout of room.

· Calculated electrical and air conditioning needs for computer environment and prepared justifications and budget for purchase and installation of new equipment.

· Provided backup coverage for Helpdesk calls and PC application support.

· Chaired user meetings to ensure all user requirements were met and any issues were resolved in a timely manner.  Created survey to determine customer satisfaction with system uptime reports.  Evaluated responses and modified report accordingly.

Automation Specialist/Technical Writer (3 years)

· Created project plans for coordination of displays, setups, and demonstrations at Digital Trade Shows.

· Promoted use, trained users, gathered and tested system enhancements, provided user   accounts, and edited documentation updates, maintained/updated database, and resolved user concerns/problems on SPECCON & PECOS applications.

· Trained group members on existing and new computer applications.

· Wrote purchase specifications and ECOs in accordance with DEC Standards to support Component Engineering in Storage Systems.

EDUCATION

· Attended Assumption College, Worcester, MA – took psychology/counseling courses.
· BS, Computer Information Systems, Nichols College, Dudley, MA.  Member of two National Honor Societies.  Graduated with high honors.

· Assoc, Business Management, Fisher Jr. College, Attleboro, MA.  Dean’s list all semesters.  Graduated with honors.

· Have taken many company sponsored and industry related courses to maintain and enhance my technical, managerial, and interpersonal skills. 
DESKTOP SKILLS

· Expert with MS Office Suite products (MS Word, Excel, PowerPoint)


