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EXPERIENCE

1993 to Present
Hewlett-Packard Company
Austin, TX



Compaq Computer Corporation
(1997 – 2002)




Tandem Computers, Inc.
(1993 – 1997)
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Platinum Services Manager

Manage service delivery of customized “Platinum” support contracts for OEM and other customers using Hewlett-Packard systems in business critical applications
-
Manage support for NSUX Tandem S5000 servers, Tru64 Alphaservers, and Debian iTanium servers.
- 
Present performance metrics at quarterly Program Reviews which covered all aspects of the customer relationship with internal and customer senior management.  
- 
Primary responsibility for tracking and achievement of contractually agreed upon Service Level Agreements.  Facilitated the definition and execution of corrective action plans designed to drive improvement in Service Level Agreement performance levels.  

-
Single point of contact for all critical technical issues and management escalations, including 24x7 availability to the customer and technical staff.  As the issue dictated, interfaced with the appropriate management, engineering, manufacturing, field support, and technical support personnel to ensure escalations were handled in an expeditious and effective manner.  

-  
Provide crisis management in outage and other sensitive situations, leveraging in-depth knowledge of the customer’s application and liabilities to choose an appropriate recovery methodology.
-
Integrated support for a Tru64 Alpha product into the Platinum Support team.  This included crossing the boundaries of the newly merged HP to acquire technical training for the team, as well as the additional case handling database to engage engineering and field resources on the product.

-
Improved Service Level Agreement achievement rate to 100% in most cases.  Continued to achieve nearly perfect SLA performance with reduced headcount over the past 3 years.
-
Reviewed and approved contract terms with the Hewlett-Packard sales team on behalf of the support organization.  Negotiated, documented, and implemented SLA agreements with other internal HP organizations.

-
Integrated Unix teams in the UK and Australia into the Premier Service group, converting the service delivery from 24x7 in the U.S. to a 24x7 follow the sun model. 
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Technical Specialist

Provided technical support to a global customer base on fault tolerant NSUX and IRIX (UNIX) platforms.  Received the Vice President’s Award in October 1994 for outstanding performance in supporting the OEMed Silicon Graphics’ IRIX platforms when key resources left the company.

1990 to 1993
Silicon Graphics, Inc.
Farmington Hills, MI
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Field Support Engineer

Provided on-site field support for a range of SGI platforms to a customer base covering Michigan and portions of Ohio.  Supported General Motors, Chrysler, Ford, NASA Lewis (now NASA Glenn), and the Covert Bay Nuclear Power Plant Training Facility.
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Logistics Technician

Tracked and controlled spares inventory for this SGI field support office.  Computerized existing inventory system, which resulted in a more accurate inventory tracking and eliminated 60% of the labor required to perform this function.
EDUCATION
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Master of Business Administration, The University of Phoenix Online – Phoenix, AZ, 2003
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Bachelor of Science in Electrical Engineering, The University of Michigan – Dearborn, 1993  

