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SUMMARY
I am an Information Technology professional with comprehensive experience in executive management with strong communication and interpersonal skills.  I have extensive experience and skill in business intelligence infrastructure design, developing and maintaining large financial budgets, high-profile project management development and success, developing and operating help desk solution support centers, and creating system strategy and business development processes for large organizations.  I have an extensive background in managing the delivery of all types of services and support in a highly diverse and customer-oriented environment.  My professional expertise and skills include coordinating cross-functional teams, setting organizational priorities, developing organizational strategic plans, creating and enhancing organizational vision and mission statements, and the ability to maintain control under highly stressful working conditions. I believe strongly in a participatory management style philosophy, and feel the importance for success is a healthy team-building environment. My philosophy for success is built on a single guiding principle, “do to others as you would have them do to you”!  For over 26 years I have been directly involved in delivering innovative technology and for over 28 years I have managed a diverse set of programs and personnel from various organizations.  

KEY QUALIFICATIONS

•   Project Management

• Strategic Planning

• Budgeting and Reporting
•   Management and Leadership
• Written and Oral Skills

• Team Oriented

•   Staff Development


• Requirements Analysis

• RFP Preparation

•   Detail Oriented and Organized
• Results Oriented

• Customer Focused

PROFESSIONAL EXPERIENCE

ARIZONA STATE UNIVERSITY

University Technology Office, Tempe, Arizona    2013 – Present

Project Manager, UTO Program Project Management Office & ASU Help Desk (2013 – Present)
· Assist in managing the newly formed ASU Help Desk of 120 staff to support over 83,000 students and 11, 000 employees.

· Partner with business leaders to identify, evaluate and cultivate new opportunities, as well as assess potential divestitures and reorganizations.
· Present to various groups and organizations the opportunities and successes of ASU and the ASU Help Desk.
· Identifies opportunities and develops business plans for new locations and services.

· Evaluate internally sourced and inbound opportunities.

· Coordinate due diligence process, consolidate key findings, and collaborate with appropriate functions to determine implications and solutions for any issues.

· Work with executive management and legal counsel to draft and review vendor agreements.

· Assist in integration and execution process to ensure smooth transactions of new support clients.

· Conduct and report annual post acquisition performance reviews for direct reports.

· Maintain internal systems and reporting related to the ASU Help Desk, acquisition documentation and acquisition accounting.

· Effectively communicates project expectations to team members and stakeholders in a timely and clear fashion.

· Development and management of all project documentation and delivery plans for the project in accordance with project management framework (PMI-based framework and ITIL Model). 

· Coordinate and consult with relevant stakeholders (including external vendors and business partners) to help ensure identification of appropriate solutions and subsequent smooth delivery into business-as-usual.

· Identifies and manages project dependencies and critical paths; plans and schedules project timelines and milestones using appropriate tools.

· Synchronize internal and external resources associated with the delivery of projects.

· Manage project budget allocation for assigned projects, including preparation of financial status reports for the Program Manager, steering committees, Executive and Board

· Organize all procurement activities associated with the delivery of the project and to maintain a central point of contact, registration of procurement activity and to ensure all relevant policies and procedures are adhered to.
· Develops and delivers progress reports, proposals, and presentations.

ARIZONA STATE UNIVERSITY

W. P. CAREY SCHOOL of BUSINESS, Tempe, Arizona    1996 – 2013
(The W. P. Carey School of Business at Arizona State University is one of the largest business schools in the United States with 299 faculty members, 1,800 graduate students and more than 8,700 undergraduates.)


Director, Business Information Technology Department (2003 – 2013)
· Direct a staff of six managers, thirty-two full-time staff, and twenty plus student workers.

· Responsible for developing strategies driven by ASU - W. P. Carey School of Business mission, objectives, and goals. Consistently conceptualizing future needs and solutions by adapting and evolving to meet current demands and sudden shifts in priorities.

· Directly responsible for instilling a positive working environment that translates into a forward-looking staff that maintains a leadership role in harnessing information technologies to meet the campus community’s diverse services and information needs.

· Maintain and deliver high-level support to students and faculty in their quests for information and knowledge by utilizing and directing five specialized support groups.
· Conceptualized, implemented, and directed a “world-class” 24/7 support desk and call center for the W, P, Carey School of Business MBA Online Program.  Call center expanded one year later to include faculty and staff.

· Directed and approved all state mandated purchasing processes. (Including initiating and writing requests for proposals (RFPs), creating and approving purchase orders, and quotes, etc.)

· Responsible for maintaining and enhancing security processes for W. P. Carey School of Business infrastructure and its end-users. 

· Directed the oversight of the network infrastructure and server administration processes maintaining an average 99.8% up time for the school. (Note: The server administration team has successfully maintained a 99.9% up time 6-7 months a year.)

· Directed the oversight of administering high capacity research servers and various research applications in order to meet the academic requirement required of a level 3-research university.

· Directly responsible for the development of a Business Continuity Plan for the School of Business.

· Directly responsible for the oversight of the School’s Technology Disaster Recovery and Contingency Plan. 
· Directed and oversaw the transition and merger of various ASU schools and departments into the W. P. Carey School of Business.
· Directly responsible for establishing and overseeing the implementation of all the technology requirements needed for the new 129,000 square foot business building.  The new McCord Hall business building was equipped with a highly robust wireless infrastructure in order to meet the huge network connectivity needs of a large graduate school student base.  The building was designed with an advanced all digitally IP based audio-visual infrastructure capable of capturing and streaming events and classroom curriculum.

· Responsible for coordinating communication threads across multiple vendors in order to achieve successful completion of many high-end projects.

Assistant Director, Business Information Technology Department (1998 – 2003)
· Oversaw network infrastructure construction projects.

· Oversaw the installation of Oracle and SAP for instruction in the School of Business.
· Managed the implementation of a required notebook program for MBA students.

· Oversaw the installation and implementation of Citrix (thin Client) in the School of Business.
· Managed the implementation of wireless access in the School of Business.

· Conducted annual departmental survey for satisfaction of customer support.

· Managed the upgrade and installation of classroom and lab computer equipment in the School.

· Managed the development of a MS SQL enterprise database designed to track students from their first inquiries through their matriculation and beyond graduation.

· Instituted a rapid response support operation for classroom emergency troubleshooting.

· Cosponsored the IBM ThinkPad University Conference at School of Business. 

· Organized the implementation of IBM RS6000 for GRID computer project using AIX (IBM UNIX).


Help Desk Manager/Systems Analyst, Business Information Technology Department (1996 – 1998)
· Managed support staff for computer labs and classrooms.

· Identified technology needs for computer labs and classrooms.

· Negotiated with technology vendors and managed procurement process.

· Managed database support staff.

USAir Airlines / Nashville, Tennessee       1982 - 1996


Station Supervisor (1986 – 1996)

· Directly managed a staff of approximately twenty-five full-time employees and eight part-time employees.
· Responsible for communication with aircraft crew and ground support personnel.

· Responsible for staff development and training for ground crew (OSHA Requirements and Various Airline Certs).

· Responsible for refresh training on handling aircraft terrorist training for cockpit and on-board service crews (1984 – 1986).

· Responsible for new employee hiring process and indoctrination training.
· Responsible for network terminal computing installation and configuration.

· Responsible for handling all customer service issues and resolution processes.
· Responsible for station compliance for all hazardous material regulations.

· Responsible for weekly staff scheduling in combination with flight arrivals and departures.

· Responsible for creating and maintaining station annual budget in access of a million dollars annually.
· Responsible for maintaining airline emergency procedure process for Nashville International Airport station and the dissemination to employees.
EDUCATION

Arizona State University 


Bachelor of Interdisciplinary Studies -2010
· Graduated Suma Cum Laude 3.89

· Golden Key Honor Society

Arizona State University

College of Technology and Innovation    
Management of Technology (Masters) – 2017
· GPA – 3.92
MANAGEMENT EDUCATION

· Arizona State University Leadership Academy Program

· Arizona State University Workplace Behavior – Preventing Harassment
· Chandler Gilbert Community College – Microsoft Network Administration

· University of Maryland – Business Management 

· David Lipscomb University – Business Management 

Technical Skills
Project Management Assessment and Implementation; Technology Research, Technical & Business Forecasting and Implementation; Server and Network; Budget Planning and Implementation; Communication in Negotiation tactics; Verbal Presentation Skills; Written Communication Skills, Technical Writings Skills, Memorandums of Understanding; Service Level Agreements; Request for Proposals (RFPs); Software Licensing Contracts; Vendor Supply Contracts; Human Resource Skills (Employee Interviews, Hiring, Annual Evaluations, Mentoring, Teaching, and Training); Organizational Assessment & Reports; Server and Network Administration  (WAPs - 802.11a/b/g/n/ac, Ethernet Topology, CAT 6a Cabling, Fiber Optic Cabling, End-user Switches and Hub configurations, VPNs, VLANs; Quality of Service Points (QoS) T1 –T3, ISDN, DSL Modems, and Megabit to Gigabit Data Transfer Rates); Tier 1 Personal Computing Hardware (Dell, Lenovo, HP and Apple)  Personal Computing Operating Systems  (Apple Mountain Lion to Microsoft Windows 8); Virtual Operating Systems  (VMware, Parallels);  Data & Network Security; Database Management – MS SQL, MS Access (utilization and policy management only); Multimedia Development Skills (Video Codec Compressions: MP4, WMV, MPEG2, MPEG4, MOV, AVI, etc.).
TECHNOLOGY CERTIFICATION
· ITIL Foundation Certificate in IT Service Management 
· Microsoft Certified Professional
· A+ Certification
· Certified Network Administrator
· Certified Dell Premier Access Engineer

 
Professional CERTIFICATIONS

· High Impact Project Management

· ASU Leadership Program

· Fundamentals of Effective Project Management
Professional ASSOCIATIONS

· Society of Information Management (SIM) 2010 – Present
· Educause 1996 – Present

· Technology in Business School Roundtable (TBSR) 2003 – 2013
· ASU Deskside Summit 2006 – 2013
Professional SPEAKING ENGAGEMENTS
· Dreamforce Conference 2015 (Hosted by Salesforce) – “Deliver Best-in-class Multi-Channel Customer Support - Anytime from Anywhere”
· ICUC 2015 (Hosted by inContact) – “Best Practices for Workforce Optimization”
· ICUC 2015 (Hosted by inContact) – “Qualities of Leadership”
· inContact San Francisco 2015 – “Creating Truly Memorable Customer Experiences”
· inContact Scottsdale Luncheon 2015 – “How the Fortune 100 are improving performance”
· inContact Vegas Luncheon 2015 – “Delivering Customer Service”
· IBM/ASU Laptop Conference 2003 – “How laptops are changing Business schools” 
PAGE  
2

