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Objective

I seek a position in which I can apply my knowledge of internet technologies and processes in the areas of IT Operations, Process Engineering and Project Management. I enjoy working in a capability where I can be an agent of change in a dynamic environment, and I function best as a bridge between technical and business elements.

Skill Summary

I have guided product development from concept to deployment, including defining business requirements and writing client value statements through iterative development and deployment.  My background includes deep knowledge of many aspects of the Internet and IT industries, including ISP, ASP, managed and professional services, and formal consulting. Demonstrated success with enterprise software platforms with rapid market acceptance.

Certifications

· ITIL Foundations

· Certified Product Manager

Projects and Process
· ITIL-conforming service management, including designing durable methods and best practices for Incident, Change, and Problem management processes

· Management of complex projects, providing functional and technical leadership - excelled in heterogeneous environments with the tightest SLA's in industry

· Development and implementation of training plans and materials

· Troubleshooting and mediation of organizational issues

· Cost management
Product Management, Marketing and Sales Enablement

· Market Analysis and competitive analysis

· Sales Enablement, Marketing Collateral

· Pre-sales and sales support

· Codification of user stories and product requirements

· Collection of user requirements for inclusion in roadmapping

· Engaged in interface with C level executives to determine priority and schedule for feature inclusion and development.

· Bridge between Agile/Scrum development processes and Marketing, focusing on prioritization, scheduling and adherance to roadmap.

Technical

· Network managemnet including Nagios, Cacti, Netcool, Openview, and other SNMP based frameworks

· Evaluation of metrics using SQL and Excel

· Security knowledge including vulnerability assessments and technical audit

· Extensive experience as system administrator, including Systems and application monitoring
· UNIX system administration, including HP, Sun, IBM, Linux

· Web servers such as IIS, Apache, Netscape/iPlanet

· Application servers such as WebLogic, WebSphere, iPlanet, ATG Dynamo

· BMC Remedy

· OpsWare provisioning, monitoring

· Proficient Cisco network administrator

· Proven problem solver, matching technology to business needs

Employment History

10/2008 – Present Problem Manager at Electronic Arts (via Teksystems)

Managed the implementation and management of the ITIL Problem Management process in a complex mission critical operations environment. Catalogued a backlog of open incidents and problems, and laid the basis for the process going forward. Developed strategies to improve process adoption. Ran problem management meetings, coordinating resources to troubleshoot and find root cause for severe and recurring incidents.
10/2006-10/2008 Product Manager at Verizon Business in San Francisco, CA

Evaluated requests and needs for product development from operations and clients. Contributed to value statements and roadmapping. Wrote business requirements and user stories, and guided the product through the development cycle, using Agile iterative processes. Developed communication and training materials. Defined and analyzed KPIs for determination of success. Followed up with clients to determine satisfaction, and to contribute to the next phase of product development.

Created value for the offering by prioritizing differentiating features, keeping current clients and helping to land the sales of new clients via our advanced web dashboard application.

2005-2006 NOC Manager at Looksmart Ltd. In San Francisco, CA

Responsible for the creation and ongoing leadership of a first-line support organization. Determined requirements for staffing, performed recruiting and interviews, training, and scheduling for the NOC.

Planned and built a monitoring system based on Nagios and Cacti, using SNMP and custom scripts.

Developed incident and problem management processes, as well as processes to interface the NOC with the rest of operations.

2002-2005 Project Manager/Business Process Engineer at EDS in Sunnyvale, CA

Performed numerous roles key to ongoing operations, including Process Engineer, Project Manager, Change Manager, and NOC Lead, as well as serving as subject matter expert for the Automated Operations business unit.

Aligned the Automated Operations business unit's processes with EDS standards, as well as the ITIL framework. Conducted gap analysis and developed processes.  Oversaw business critical projects including a NOC and a SAS-70/Systrust certification project.

Ran Change Review Board to review and approve all critical changes to infrastructure and enforced Change Management policies. Managed all day-to-day operations of the NOC, including staffing, scheduling, escalations, inter-group communication, and oversight of incident and problem management.

2002 Network Administrator at FriendFinder Inc., in Palo Alto, CA

Used network monitoring tools including Big Brother and MRTG and applied standard troubleshooting procedures to ensure optimal uptime for the largest web personals network.

1999-2002 Personal sabbatical - Maternity leave

1999 – Multiple consulting engagements

Network Engineer  GNAC, Redwood City - Client appointments which included deployment of a Cisco-based network in a new corporate campus.

Network Engineer Microsoft Hotmail, Santa Clara - Responsible for day to day troubleshooting and implementation of internal network.

Associate Scient, San Francisco - Performed a network assessment for a tier one service provider.

1997-1999

Network Engineer  at ICG Netcom in San Jose, CA

Provided leadership to the Network Operations Center. Administration and repair of Cisco systems, as well as interface with telephone company personel. Evaluation and testing of new products to introduce into the production environment.

System Administrator at LineX Communications in San Rafael, CA

Technical support and system administration of Sun and NeXT systems.

