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SUMMARY
IT Release Management specialist with 12 years of experience in computer operations and support for a large ISP. Successfully supported 100’s of users worldwide. 
PROFESSIONAL EXPERIENCE

AMERICA ONLINE, Dulles, VA





    2000 – 2010

Release Management Coordinator

· Release Management a newly formed group at AOL. Helped in defining role, creating and improving workload capabilities, process, procedures, and documentation for new team.

· Scheduled, coordinated, documented and reviewed software and hardware changes to AOL production systems. Resulted in improved user experience, and a decrease in impact or elimination of system outages.
· Catalogued with accuracy installs in Remedy database. Trained Remedy users. Suggested and tested changes to Remedy to ensure new code had little or no impact on user. Automated as many processes as technically possible to drive operational efficiencies.
· Communicated with multiple teams and across organizations to inform, confirm, resolve issues, follow-up on any problems to insure install process runs smoothly.  Hosted daily meeting for management and interested parties to discuss next day’s installs. Created daily reports to inform users of installs, system outages, moratoriums in order to provide information and measurements to ensure install events to production complex were seamless and successful with little or no service interruption.
· Created and edited content for team website that documented RM procedures and relevant data. Helpful information resource for team and other users.
· On call 24/7, assisted promptly on any install issues, solved problems, rarely escalated issues.
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    1999 – 2000

Contractor

· Y2K bug project. AOL didn’t have a central database or keep a record of most software and hardware installs. Assisted in organizing and cataloguing production system install information. Contacted vendors to determine and document solution for Y2K bug impact on AOL systems. Helped to minimize, eliminate any possible impact to AOL production systems.
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    1998 – 1999
Contractor

· Helped create a non-technical dictionary for a data warehouse group’s internal website. Worked with DBA’s to create non-technical definitions of their groups jargon, acronyms, and technical terms for outside users.
EDUCATION & CERTIFICATIONS

BA, James Madison University
English Literature Major, Mathematics Minor

ITIL V3 Foundation for IT Service Management
