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SUMMARY
ITIL certified Network and IT Manager with extensive experience in all facets of network operations, including Change, Problem, Vendor, and SLA management.  Spearheaded successful network implementations and integration, leading to improved network reliability and uptime.  Implemented multiple scalable production improvements across global network and distributed computing environments.  Decisive manager of staff with varied skills and responsibility.  Facilitator of internal and external strategic partnerships that improve Client satisfaction.
SKILLS
	Small and Large Team Management
	Cisco, Cabletron/Enterasys, Verilink, Nortel

	Tools: HP OpenView, Concord, OpNet, Peregrine
	ITIL Certified

	Management of large-scale Converged Networks
	Proactive Network Management

	Team Building and People Mentoring Skills
	Project Coordination


EXPERIENCE

Louviers Technology, L.L.C., Newark, DE 





2009 – Present
Principal
Formed Network/IT consulting firm to help small and medium-sized businesses turn their “IT struggles into solutions”™.  The Company mission is to provide the highest level of Network and IT services for each Customer and to partner to improve their environment.  Louviers helps ensure their success by streamlining IT processes and providing flawless implementation and troubleshooting support
· Resolved wireless LAN issue for renovation company, successfully completing terms of contract
· Provided scope of work and general IT support for local animal shelter, successfully completing terms of contract
· Pursuing Cisco CCNA and CCNP certifications through instructor-led course work at local firm
MBNA America Bank, N.A. / Bank of America / EDS, an HP Company:

1987 - 2009
Network Operations and Engineering at MBNA America Bank, N.A. were outsourced to EDS shortly after MBNA’s acquisition by Bank of America in January 2006.  Subsequently, in 2008 EDS was acquired by HP.  

EDS, supporting Bank of America, Newark, DE 




2006 – 2009
Technical Delivery Manager / Service Support Executive
Roles performed during 2006-2007 included Manager of Legacy MBNA NOC environment, Change & Implementation Manager, and Operational Change Management Executive for EDS Network Ops.  In January 2008, expanded group to include Problem, SLA, and Vendor Management roles because of improvement achieved with Change Success Rate.  Team was geographically dispersed group of 29 people with an expense budget of $2 million, which was managed utilizing SAP

· Added remote NOC responsibilities for BofA Merchant Services as part of Network transition to EDS in 2006, utilizing existing Delaware staff.  Saved over $100K in contractor staffing costs
· Marshaled 1,100 network changes per month across a Network of 30,000+ devices with team of 45 analysts.  Changes covered Data/Voice/VoIP Network Transformations, Voice and Data Network stability, and MPLS conversions
· Directed review of 1,200+ multi-user impact Incidents per month. Championed root cause analysis process to prevent future recurrence of outages.  Result led to historic zero SLA penalty expense for 2008 contract year, saving over $6MM in potential penalties
· Instrumental in improving Change Success rate from 99.50% to 99.82%, surpassing yearly goals.  Provided monthly and ad hoc Change and Incident metrics to Bank and EDS senior management
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· As part of ISO 9000:2001 certification for fast-paced organization, handled setup, review, and approval of all process and procedure documentation within Team
· Improved Problem Management processes within organization through use of MS SharePoint
MBNA America / Bank of America, Newark DE




2000 – 2006
First VP - Dept. Manager (MBNA) / Sr. Tech Manager-Net Engineering (BofA) 
Responsible for managing the day-to-day 24x7x365 monitoring, management, and support of the MBNA Global Network through the U.S. Telecom Command Center (NOC).  Managed Network Operations of Company WAN/LAN using industry leading Network Tools.  Responsible for Firewall Operations, 2nd and 3rd Level Implementations Operations, and Tools teams with a staff of 20 Network analysts.  Supported Cisco, Nortel, and Cabletron core, distribution, and access layer devices

· Championed development of Perl scripting to proactively identify Network issues. The scripting provided benefit of improved Network uptime despite 33% reduction in staff
· Utilized Peregrine ServiceCenter to manage successful implementation of the following projects: Cisco Data Network upgrades; beta integration of Data, Voice and Video services (VoIP) onto backbone; expansion of voice and data network to global MBNA offices and four Data Centers
· Implementations included SNA, TCP/IP, Ethernet, Frame Relay, Token Ring, ATM, SONET, DWDM, WAN, MAN, and LAN environments

· Directed vendor management of MBNA Telecom service providers (AT&T, Verizon) for national and international data circuits. Managed performance against contract for vendors IBM and Cisco
· Managed expansion of toolsets and Network Management and Implementation efforts to encompass MBNA Europe locations as part of $50 million SSE project

· Reviewed and approved monthly self-audits of Network to ensure compliance with processes
· Authorized and managed all Checkpoint firewall rule changes and F5 Load Balancer updates
· Key Telecom member of the MBNA CERT Team, reviewing all published vulnerabilities
MBNA America - Newark DE







1987 – 2000

Systems Liaison / System Administrator / Team Lead/Manager (Officer/Sr. Officer/Asst. VP)
Received five promotions with responsibility for staff of three in MBNA’s Telecom Data Ops 2nd/3rd Level and Implementations group.  Provided direction to others within the group to ensure successful troubleshooting and world-class Network design and implementations
· Engaged in successful design, implementation, and management of encrypted Network connectivity to over 50 MBNA and vendor locations, supporting 10,000+ end users
· Key member of team that rolled out initial Help Desk at MBNA offices in Delaware

· Engaged in multiple tests of Network business/disaster recovery plans to support distributed Mainframe, Midrange, UNIX, and Windows platforms at off-site locations.  
· Lead analyst involved with planning and rollout of Video Teleconferencing at MBNA
US Air Force - 5th Combat Information Systems Group, Robins AFB GA

1983 – 1987

Sergeant – Telecommunications Specialist responsible for setting up and operating a mobile message switching van utilizing satellite and radio links.  Supported joint military exercises by building operational routing database and operating all aspects of message switching van.  Selected for assignment to test new DoD communication equipment prior to Honorable Discharge.  Attained clearance of TS-SCI
EDUCATION / CERTIFICATIONS / AFFILIATIONS
ITILv2 Foundations certified

Bronze member of Help Desk Institute (HDI) – Delaware Valley chapter

Active member of Community Matters Networking Group and Tech Professionals Networking Group

Cisco/StrataCom IPX and IGX courses

University of Delaware - 27 Credits in College of Arts and Sciences
President of Towle Institute school board (Homeschooling Organization)
