Cheryl Naumann

Lafayette, CO  80026

Phone:  303.828.3928
sirmck@msn.com

SUMMARY

Experienced IT professional with a relentless drive and proven track-record of increasing efficiency and reducing costs by analyzing root cause of problems and developing technology-based, cost-effective and permanent resolutions.

	· Project Management
	· Strong Written and Oral Communication

	· Availability /Incident Management

· Master Console Operator
	· Outstanding Time Management Skills

· Tape Librarian

	· Business Process Analysis
	· Problem-Solving Skills

	· Excellent Vendor Management Skills

· Hardware/Software Asset

· Medical Billing/Coding certified

· COGNOS and ACTUATE reports and queries
	· Team-Building Skills

· Network/Mainframe installations

· Problem/Change management




AWARDS

Commendation for resolving error with $2,000,000 annual cost

Commendation for zero infractions rating during audit

Received recognition for catching a $30,000.00 billing error before it was sent to the customer

Professional Experience

CDI CORP – at IBM CORP, Boulder, CO




       2011 – 2013

Global Measurements & Reporting Account Focal

Provide first point of contact for escalation and service issues for measurement reports using GOGNOS and Actuate
 Communicate to customers any service issues or changes that may affect their environment 
 Assure customer understanding of Measurements & Reporting services and processes 
 Manage communications between the account team and the Measurements & Reporting organization 
 Turn communications into user friendly before forwarding to customer. Review and ensuring the communications from a developer is not too technical for the customer. 
 Ensure effective and on-time delivery of Measurements & Reporting services by driving and managing across all teams 
 Participate in account requested activities representing the Measurements & Reporting organization 
 Ensure account holidays are up-to-date (yearly task) 
 Assist in yearly re validation ID process for GSMRT report access 
 Review and monitor all weekly changes pertaining to assigned accounts and reporting infrastructure 
 Receive and review daily change reports which will include data and infrastructure  changes 
 Document account profiles and support documents; ensure modifications and updates are completed in a timely manner 
 Work with customers to reduce their cost by recommending the use of Standard Reports and the removal of minimally used reports. 
Manage Service Requests including monitoring, tracking and driving the requests. 

Review monthly billing to ensure customer bills matches the Service Level Measurements

Problem and Change control using e-ESM and MAXIMO

IBM CORP, Boulder, CO
1999 – 2009

Asset Focal
2006 – 2009

Managed the maintenance renewal function for software/hardware as well as purchase new products/services.

· Automated IT procurement database that increased the efficiency and accuracy of the procurement process. Resulted in enhanced reporting, compliance and auditing capabilities.

· Led process improvement team that reduced the lead time for new purchases orders by 20%.

· Recaptured 14K annual losses due to inefficient hardware storage procedures. Led effort that resulted in new process and procedures, eliminating waste and unnecessary storage costs.

· Investigated and resolved yearly software renewal error that saved the organization $2,000,000.

· Saved $700 annually by identifying and disconnecting unused phone lines.

Problem / Change Coordinator and Root Cause Analysis, IBM Corp.
2005 – 2006

Managed the day to day changes for software and hardware for the distributed environment.

· Eliminated service outages by developing, implementing and conducting new root-cause analysis process that pin-pointed problem. Developed and instituted cost-effective solution that streamlined the process, increased efficiency and decreased costs.

· Saved millions of dollars by engaging key personnel in root cause analysis process that identified the contributing factors to major outages and enabled us to develop cost-effective solutions.

Blue Sherlock RCA Specialist
2003 – 2005

Performed root cause analysis for the all of Global Services and delivered the completed Root Cause Analysis within the target dates.

· Ensured that all relevant action items were identified with appropriate target completion dates and owners to ensure that root causes and contributing factors were addressed that would prevent a recurrence of an issue/outage and/or customer impact.

· Saved the cost of one FTE by expanding job responsibilities and working well into off-peak hours.

· Automated critical reporting process, resulting in saving of 120 FTE hours annually.

Availability Manager
1998 – 2003

Provided 7/24 availability support for mainframe & server outages; this included escalation.

· Managed all aspects of the organization’s planning and execution of power outage response policies and procedures. Decreased number and magnitude of outages and increased response time to restore mainframe to full working capacity.

Cigna Insurance, Thornton, CO
1991 – 1998

Duty Manager, Network Level III, and console operations
1996 – 1998

Maintained network and mainframe configurations, performed trouble-shooting responsibilities to ensure optimal and consistent system performance. Mainframe console operator using Jes2, MVS, IMS, VTAM. Promoted to duty manager, oversaw all the maintenance change windows, major power shutdown, and CPU, and network installations. Managed vendors during maintenance and repair, vary peripherals offline, overs saw the batch window, and performed problem and change control.

Network and mainframe planning and installations, major projects included cable planning, floor space and electrical for mainframe, STK silo, CPU directors, and laid the cable and fiber for all.

Output Leader
1994 – 1996

Led a team of 25 associates in the Print, Distribution and Mailroom.

· Managed staff to ensure each had the knowledge, skills, tools and motivation to perform their jobs with optimal effectiveness. The result was increased productivity and employee satisfaction.

Operations Support Manager, Master console operator
1991 – 1994

Supervised Computer Operators and provided technical support in Tape Area, Print Area, and Network Department.

SEMINARS/EDUCATION

Medical Billing/Coding Certification / Mountain State classes / Team Skills I, and II.  Team feed back skills. Effective Listening skills.   IBM OS390 seminar. Communications skills.  Microsoft classes/ Word 97, Access, and Excel.  Basic Writing Skills, Understanding Writing Mechanics, & Exploring New Basics of Business Writing. Effective Writing, Writing concisely and accurately, writing Effective E-Mail Messages.  Project Management Fundamentals.  AIX/6000 V3.2 Basic System Administrator.  Getting started with AIX/6000 V3.2. ISO14001.

