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PROFESSIONAL SUMMARY

Innovative business and systems strategist with diverse background who understands and bridges gaps between business and technology.  Recognized leadership, team building, and analytical skills.    Proven capabilities in business development and account management.  Key skills include:

	· Business Development

· Project Management
· Business Process Design

· Personnel management
	· Forecasting / Budgeting
· Systems Design And Development

· Solution Architect

· Client engagement

	
	


PROFESSIONAL EXPERIENCE

		
	American Airlines / Ntelicor

Business Analyst,  

	2000-2017



	Develops business, process, templates and standard for system wide Unified Communications telephony platform

· Developing end to end business support for both service request and incident management processes

· Establishing asset management standards for Unified Communications equipment.

· Conducts workshops to establish inter-departmental roles and responsibilities for new product release.

· Defined engineering templates and manages engineering and support turnover review process.
Hewlett Packard Enterprise (HPE) / Electronic Data Systems (EDS) , Dallas TX

Account Delivery Manager,  2014-2017
	2017-present

2000-2017


Managed services for  rental car industry client
· Created and developed client product pricing for new services.

· Executed new account start-up resulting in on-time/in-budget delivery of services
· Managed on-going service delivery ensuring budget objectives were achieved and customer satisfaction and service levels were attained
· Achieved 40% profit margins
· HPE Top Box customer performance every year of account.  Only account to achieve this distinction

· Received 100% customer satisfaction scores 
· Service level objectives met 100% of contract
· Performed detail ticket and asset analysis resulting in 20% reduction in tickets year over year
· Directed global team of over 30 resources
Account Focal, 2003 - 2014
Solution Architect / Team Leader for a major transportation industry account.

· Developed service delivery solutions for both new or growth business
· Defined scope of Desktop Services product line
· Trending and forecasting analysis to assess costs to revenue projections
· Defined steady state operations for major workstation and infrastructure upgrade project (over 32,000 workstation devices) 
· Managed multiple large projects ranging in value from $750K to $1.2M. 

· Responsible for $3M annual vendor contract 
· Engineered process for new and existing services

· Responded to client RFPs/RFQs, created RFP/RFQs for 3rd party services

Program / Project Manager,  2000 - 2003
Established wireless technology service for airline client
· Lead team of 5 wireless engineers directing service activities on projects 
· Deployed wireless technology to over 120 airports in less than 12 months

· Developed pricing for all wireless projects

· Forecasted and budgeted labor and capital spending for operations and client budgets
· Defined and managed scope of work 3rd party vendors  

· Developed and maintained $750K project budget 

	Cisco Systems, Dallas, TX
Manager
	1999 - 2000


Managed technical support services team for national accounts 
· Provided advanced technical solutions for Cisco Top Enterprise customers
· Direct management 15  of senior level engineers
· Grew Dallas office from 5 to 15 consultants and from 10 to 25 accounts that resulted in an additional $3 million in annual revenue
	Lucent Technologies, Dallas, TX 

Central Practice Manager
	1998 - 1999


Managed network consulting practice 

· Developed and managed central region consulting P&L in excess of $10M
· Managed a practice of 25 network consultants that covered a 16 state area
· Responsible for regional revenue forecasting, profitability targets and budget development
· Operated $6 million dollar operating budget producing a 35% profit margin on average
	American Airlines / SABRE Group,  Fort Worth, TX 

Manager   1994 – 1998
	1989 - 1998


Managed Distributed Systems Infrastructure engineering services
· Provided leadership for a team of 20 engineering and project 
· Provided engineering services for over 2000 networks and maintained a capital budget for the customer in excess of $15 million.

· Developed system to automate the engineering design packages.

· Responsible for the development of departmental budgets and forecasts.  Also, assist customers in the creation of their capital budgets related to networking infrastructure.

Engineer/Integrator / Systems Design, 1989 - 1994

· Produced and delivered detailed network specifications for customers

· Tested new networking applications to determine impact on the ease of implementation, network performance, and user response times.

· Evaluated and selected new infrastructure components for the build out of those networks
· Developed strategic/tactical network connectivity plans for customer environment such as Reservations and Chicago O'Hare to allow them to align projects and budgets within an overall technology plan
EDUCATION

BS – Information Systems, University of Texas at Arlington, Arlington, TX
SOFTWARE SKILLS

Windows 9x/2000, Microsoft Office Suite, Microsoft Project, Advanced Microsoft Excel user, Microsoft Access, Lotus Notes, Visio, Cobol Programming, PMP Course work
