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Professional Experience 

ITIL Foundations Certified

CSM – Certified Scrum Master 

PMP Certification– in process (estimated completion 1/2010)

Senior Consultant

Tea Tree Consulting

2008-2009

Responsible for addressing project management issues, web site development, and database design projects for mid-sized business engagements.  Sample projects include:

· Development of plans and processes for three companies considering implementing Scrum project management

· Initial design of three websites including all elements such as graphics and coding

· Design and implementation of a database for the tracking of media 

· Project management of site moves

Senior Program Manager and Project Manager

Xiocom Wireless 

2007-2008

Responsible for a variety of initiatives including the initial design and implementation of a technical project management office, business process design and management, technical writing, software selection and implementation, and report design among others including:

· Management of project teams and program management office using agile methodologies (including creation of the PMO) in support of the rollout of large scale WI-FI networks

· Creating a communications and documentation bridge between the technical teams and the business teams

· Software evaluation, selection, implementation and design of on line project management software and knowledge base software

· Developed and documented service quality, network operational, configuration, change management, systems administration/IT management and performance management processes.

· Working with the QA training team to turn technical documentation into repeatable project and training documentation for customers and internal sales/marketing and engineering teams (acting Quality Assurance Manager); managed technical writing functions

· Working on the first ever company BPM team to document and design technical and operational business processes using Lombardi

· Standardized report design and development

Technical Advisor (consultant)

Mercer Management Consulting  (now Oliver Wyman)

2007

Responsible for advising a project team on issues and best practices as related to the design, deployment and development of a nationwide fiber and wireless network in Egypt for a major Chinese networking hardware provider (including 6 weeks on site in Egypt):

· Business process design development and documentation for network and site operations including:

· Performance management

· Configuration management

· Change management

· Regulatory reporting

· IT management

· Field management/ maintenance

· Network operations management/ help desk / customer relationship management
· NOC (network operations center) and business process reporting design including related software design, implementation and management, advised on OSS/BSS design and implementation
· Consulted on ITIL and eTOM standards compliance issues

· Advised on operational elements such as fault management, preventative maintenance and planned events management, and resource management

· Managed technical documentation of project deliverables

· Advised on product promotion and placement strategies

Network Engineering Program Manager (consultant)

Cypress Communications

2006-2007

Responsible for working with network operations and field engineering to create and manage a project controlling the deployment of Cisco and Nortel hardware throughout a growing national IP/ Frame network.  This included a full project lifecycle coordinating the activities of a nationally distributed staff during a yearlong fiber roll out such as field operations, network acceptance, maintenance, IT management, release management and performance management, as well as the technical documentation of all project deliverables.


Senior Product Manager 
Glenayre Messaging 
2005-2006 

Responsibilities included:

· OAM&P/ OSS/ BSS and Platform P&L, product development and management, build vs. buy vs. partner decisions, API development, and business strategy development. This included working closely with the engineering teams, including outsourced engineering resources, to develop the technical design and standard compliance for the integration. 

· Lead business redesign initiative by leading a cross functional project team (including finance, network operations, software engineering and product management) to examine existing processes needing reform and developing new processes (including disaster management plan) and supporting report infrastructure as necessary.  This was done in support of a product expansion relative to an acquisition and new board strategies.

· Ensuring that all products had appropriate supportive processes developed including those for network operations and management, preventative and reactive maintenance, performance management and reporting, CRM, IT support, product rollout, and change management.

· Lead Tier 1 product strategy initiative (extending the product line into large first line providers) including making the original “pitch,” managing project expectations and setting roll out timeframes.

· Managed the technical writing of all product documentation

· Managed the product development of a fledgling managed hardware service

Product Manager and Service Quality Program Manager 
Internap Network Services 
1998 – 2005

Products developed and managed, including recommending build/buy/partner decisions and customer support/sales: 

· Professional services

· Performance reporting designed via reports generated using Crystal Reports and Business Objects

· Managed router and access services suite 


Programs developed and managed, including all process development, outsourcing activities, advocacy, and day to day management: 

· Service Level Management – creating processes, procedures, and tools for existing SLAs, development of new SLAs (including writing, risk management profiles, developing engineering, operations and IT support and later, productization). This included industry leading proactive SLAs for IP services, collocation, and managed services.

· Product Development  -  creating a standardized process for the cross-functional development of products.  Prior to this point, this was done on an ad hoc basis with limited documentation or discipline.   Also created a matrix which ensured that minimum operational were addressed in each product, including, but not limited to:

· NOC services, trouble ticketing, CRM

· IT services (i.e. databases, software, web services)

· Network rollout plans (cross-functional, regulatory, customer facing)

· Change management

· Maintenance, field operations, sparing

· Performance management, SLAs

· Professional Services -  processes, procedures, standardized templates for RFP’s, MRD, etc.

Sample significant projects:

· Coordination of projects relative to the build out of multiple points of presence (POPs) in both US and international markets including hardware deployment as well as the coordination of multiple fiber providers to provide access to the sites

· Deployment of measurement hardware into all network sites (national and international)

· Development of Remedy modules to support network operations

· Selection of new providers to support specific markets

· Technical documentation standards


Chair, Service Level Management Team (Volunteer)
Telemanagement Forum 
2004 – 2006


· Work with and manage the activities a team of 15 active and 30 monitoring experts from telecommunications, software, and hardware manufacturers from around the world including Europe, Asia, South America, and the US on issues relating to OSS/BSS support, measurement technologies and other issues relative to the implementation of Service Level Agreements and performance measurement in the Telecommunications industry 

· Design and documentation of best practices for processes around service quality management in telecom environments

· Migrated the team activates from just generating a set of somewhat unwieldy standards to creating a marketable (by the TMF) set of “cookbook” style standards that could be used by members to create product-specific (for example, VoIP) SLAs


Consulting Project Manager/ Program Manager 

1997 - 2001
Technology consulting (project management, quality assurance, technical writing) for various corporations including KLA Tencor, Netcom, Cisco and Vantive (now Peoplesoft/ Oracle) 
 

Technical Exposure and General Knowledge

· Program management and development (including related interdepartmental coordination, alignment with products as needed, and project management)

· Technical project management (agile and waterfall).  PMP certification to be completed 11/2009

· Experience as a ScrumMaster (Agile development method) in both a software engineering process and a project management process role.  Member of the ScrumAlliance, and a certified ScrumMaster.  Also have managed many SDLC projects.

· Full lifecycle Product Management/Development including product, price, place and promotion (“4P’s”)

· Business management and process development (BPM/BPD) in large company and start-up environments. Lombardi Teamworks

· Service Level Management (published author – list of publications available)

· Network maintenance and operations - IP Networking, TC/IP, frame relay, acceleration technologies, commercial networking, VoIP

· Colocation environments ranging from “racking and stacking” to SLA development, contract negotiation

· IP telecommunications from T1 through OC12, WIFI and cellular from initial negotiation to disconnect

· Reporting/Databases:  Oracle 9i (exposure to other versions), Crystal Reports, Business Objects, performance management reporting (i.e. Keynote), MS Access, MySQL

· OSS:  Remedy, Granite, others

· Cisco, Nortel, Juniper and Foundry networking hardware

· OS:  Windows (all versions), Linux (various types), MacOS (all versions)

· Project Management Applications:  MS Project, Groove, Merlin, @task

· General applications:  Sun Office suite, MS Office in Mac and PC environments, NeoOffice, Visio, OmniGraffle, among others, SharePoint, GoogleDocs

· Basic Perl, HTML and XML, basic Java and Javascript, Eclipse, Django, Web application implementation

· ITIL, IETF, ITU-T, ETSI and Telemanagement Forum (eTOM) standards

· PMBOK (PMI, PMP), Six Sigma, ISO 900x Experience

· Experienced technical writer (samples available upon request)

Education 

Humboldt State University, BS, Environmental Education and Natural Resources Interpretation 

Minor Studies in Art and Appropriate Technology Engineering

