Jonathan Dilone

Computer System Engineer
Miami, FL 33161
E-MAIL: JONATHANDILONE@HOTMAIL.COM  Phone: 857-266-0816  

PROFESSIONAL SUMMARY

· Over 14 years of Business and IT professional experience with consistent track record of driving transformation and growth initiatives that consistently increase shareholder value and customer satisfaction.
· Leadership career in technology, insurance, and banking industry.

· Directed & Managed IT projects and large-scale strategic business initiatives leveraging, PMI, Agile, ITIL and world class best practices. 

· Execute and develop domestic and global business-aligned IT strategy and solutions.
· Core Competencies: process improvement, change execution management, IT service delivery, contact center operations management, large scale deployment and client relations.
TECHNICAL PROFICIENCIES

· ITIL v3, Change Control Management Procedure, Project Management, Process Management, Product Owner, PMO, SQL Navigator, TOAD, SQL Developer, SQL Plus, Entry Level J2EE, SoupUI, Oracle, Network Operating Systems, Fundamentals of Voice and Data Cabling, Pc Hardware and Software, CCNA, A+, Network+, Server+, Intervoice (Convergys) - Brite Invision 4.2.0, Genesys Routing Strategies, Cisco System Router Configuration, Rockwell Spectrum ACD, Apttus CLM Admin Certified, Salesforce Admin.
RELEVANT EXPERIENCE
	Assurant, Miami, FL
	  2017 – Present

	Program Manager – Legal & Compliance 
	


· Chair Steering Committees Review Meetings focusing on project prioritization and status.

· Direct and responsible for the Software Delivery Life Cycle Release Portfolio Program to ensure system wide roll out

· Conduct and develop strategic planning to facilitate the resolution of issues affecting projects and constraint resource management.

· Direct and responsible of leadership and coaching to project managers and Business Analysts and ensures timely feedback. 

· Maintain successful vendor relations and ensure collaboration between cross-functional team.

· Lead and develop governance framework, processes, and tools for the Legal & Compliance division.

· Complete oversight of process improvement projects, ensure monitoring and evaluation of division framework
	Florida Power & Light, Miami, FL
	   2016 – 2017

	Scrum Master / Product Owner 
	


· Directed and Responsible for the implementation of MS Dynamics 2016 CRM and AX process improvement by the elicitation of Business Requirement Documents (BRD).

· Managed the UI Design and definition of stories in Jira. 

· Developed and provided technical and functional documentation framework of the Usability Process and Architectural Design 

· Designed vendor management process to identify and select the right solution to various departments within the company to help track and resolve any key defects or deficiencies in the delivered product, process, or procedure.

· Defined and executed service delivery process and delivery of the solution.

· Managed QA resources for testing purposes.

· Managed Sprints status, progress, timelines, budget and issues 

· Collaborated with management and senior leadership for implementation of processes as required
· Developed reviews and evaluated project plans, identifying possible risk controls, and jeopardies for accuracy and inclusion of key information as well as potential IT impacts to the business.
· Served as a collaborator in the story definition, facilitate sprint planning and release definition, managed daily scrum stand-up meeting, coordinated and presented release demonstrations with the product owner, review and prioritize the backlog items (backlog grooming), managed sprint review and retrospective meeting.
	Mercantil Commercebank, Miami, FL
	2015 – 2016

	Product Owner / Sr. Business Analyst - Agile
	


· Managed the UI Design and definition of stories in Jira based in use cases. 

· Provided technical and functional documentation of the architectural design, in addition to usability process flows.

· Assisted in the vendor management process to identify and select the right solution to various departments within the company to help track and resolve any key defects or deficiencies in the delivered product, process, or procedure.

· Managed all phases of technical projects: resources, equipment, cost, installation and configuration of new infrastructure solutions.

· Handled proposal preparation, establishing and monitoring master plan, oversight of project-level activities, QA, UAT testing documentation and execution.

· Developed reviews and evaluates project plans, identify possible risk controls, and jeopardies for accuracy and inclusion of key information as well as potential IT impacts to the business.

· Served as a collaborator in the story definition, facilitate sprint planning and release definition.
	Verizon, Miami, FL
	2012 – 2015

	Program / Project Management Manager – Agile / Waterfall
	


· Responsible for the business process life cycle and process modeling of the strategic Support System with focus on Service Delivery, Lead to Cash, Service Design, Procure to Pay and Account to Report Processes

· Responsible for IT Governance, CPI-810, SOX compliance and continuous improvement activities

· Coordinate and work with PMO organization in multiple and simultaneous projects

· Ensure internal and external customer’s business requirements and business process management meets or exceed service and users’ requirements for Colocation, Managed Hosting and Cloud Line of Business 

· Manage IT financial planning/budgeting as well as project and IT coordination requests. Served as a collaborator in the story definition, facilitate sprint planning and release definition, managed daily scrum stand-up meeting, coordinated and presented release demonstrations with the product owner, review and prioritize the backlog items (backlog grooming), managed sprint review and retrospective meeting.
	Sovereign Bank – Santander, Dorchester, MA
	2011 – 2012 

	Telecom Business Analyst / Project Manager – IVR & Contact Center
	


· As part of transformation team, utilized PMO techniques and industry best practices to manage the design, implementation, deployment of US retail banking IVR and Routing solution, to align with international parent company strategy and technological infrastructure. 

· Defined and documented requirements and scope.

· Documented and managed schedules.

· Managed stakeholder and vendor relationships.

· Ensured UAT Testing support and production support.

· Tracked and controlled risk to transition IVR self-service from legacy systems to new in-house configurations. 
· Worked with DBA team in the definition of the data modeling to ensure proper identification of the relation, processes, entities, relations of the customers’ accounts tables.

· CSA/BAU - Production support and maintenance role. 

· Provided support for contact center system. 

· Interacted with the client and teams in Mexico and Spain. 

	Codetel & Claro (VERIZON International)

Santo Domingo, Dominican Republic
	2006 – 2011

	Senior Telecom Systems Engineer IV (IVR - Call-Center - CRM)
	


· Five years developing and supporting customer solutions through the Interactive Voice Response (IVR) Applications using Intervoice IVR (Convergys) and Invision as the developing tool, Genesys SME in the routing solution for the addition of: agents, groups, skills, routing logic and definition of trunks, hours of operations.

· Prepared monthly reports of completed requirements and made JAD sessions for comparisons analysis of new upgraded Applications.

· Achieved 40% of completed requirements without adding new members to the developing staff.

CERTIFICATIONS & TRAINING

· Apttus CLM Admin Certified, San Mateo, CA – 2019

· Salesforce Admin, San Francisco, CA - 2019
· Agile Training; Agility, Miami, FL - 2016  

· ITIL v3 Foundation Certified in IT Service Management; EXIN, Miami, FL – 2014
· Cloud Computing; Heartland Community College, Miami, FL – 2014
· Contact Center – Support and Administration Training; Isbel, Dominican Republic, 2010

· Genesys Framework Overview; Genesys University, San Francisco, CA -2006

· Genesys Building Basic Routing Strategies 7; Genesys University, San Francisco, CA -2006
· PeopleSoft – Server Administration and Installation; Oracle University, Dominican Republic -2006
EDUCATION
· Masters: Business Administration and Management: APEC University, Dominican Republic, ACBSP Global Business Accredited– 2008 to 2010
· Bachelors: Computer Systems Engineer; APEC University, Dominican Republic – 2001 to 2005



