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An Innovative Service Manager with 20 years experience in IT service, support and project management in both the public and private sectors.  I am strong strategic thinker and team builder who has developed, maintained, and implemented, standard IT environments based on the ITIL body of knowledge.  I have built IT support businesses, ranging in size from 2 to 30, which meet the needs of widely varied business units and budget requirements during times of extreme organizational change.  I am dedicated and committed to customer service and the partnership of IT with the business it supports.
Areas of Expertise

	· IT Service Management (ITIL)
	· Project Management

	· IT Support Service
	· Help Desk Management

	· Vendor Management
	· Professional Development Management


Contract Engagements as

RL Cowan & Associates Incorporated
June 2001 - Present

Government of Ontario

Ministry of Government Services - Infrastructure Consolidation Project
Service Order Management




November 2006 – Present

IT Service Management Consultant
Ensure that the Service Order Management (SoM) stream of the Infrastructure Consolidation project has the capability to capture, dispatch, notify and escalate Service Orders (service requests) through agreed procedures with appropriate checks and balances.
· Align SoM processes and procedures into organizational structures that reflect the required network management and accountability framework.

· Produce the operational procedures required to implement the Network Services and Provisioning framework and associated processes incorporating the metrics, measures and reporting features required for effective operational and business management.

· Maintain a detailed SoM plan and contribute to the overall Service Management ‘readiness’ plan and communications plan

· Development of integrated processes and related operational and procedural documentation
Johnston Equipment
September 2006 – October 2006
Mississauga

IT Service Management Consultant
Develop the call classification requirements with respect to management reporting, service performance reporting and the future implementation of the customer web access.  Identify priority settings and develop matrix to enable the appropriate timing of records in software.  Develop training documentation and train support staff on new configuration

Ainsworth IT Services Inc.
August 2006 – September 2006

WTIS Help Desk (Cancer Care Ontario)

IT Service Management Consultant
Develop policies, processes and procedures at the Help Desk to comply with provincial and federal Personal Health Information legislation 

Government of Ontario

Client Services

Land & Resources I & IT Cluster
February 2006– April 2006
IT Service Management Consultant
Provide ITSM & ITIL knowledge and experience as Subject Matter Expert in support of LRC resources in the activities associated with the Service Management Working Group with respect to the following key initiatives.

· Review and understand the Service Description;

· Manage the group’s communications;

· Address any risks that have implications to the successful execution of the group’s responsibility in a timely manner, identify mitigation strategies and oversee the escalation and resolution of all issues within their respective group/organization;

· Plan and integrate the group’s deliverables with project milestones and outcomes at critical decision points 

· Ensure appropriate development and transition of service processes, procedures and policies to permanent service management model and management teams. 
Government of Ontario

Management Board Secretariat
iSERV Ontario
August 2005– February 2006
IT Service Management Consultant
Provide detailed fact-finding to enable senior management to make a final decision to determine whether or not the current service desk support offered should be maintained, enhanced or re-engineered.  Also validate with major stakeholders to determine whether viable alternatives should be explored including alternative service delivery, and ensure all detailed cost implications are captured to provide a total Service Desk model.

· Complete a thorough analysis of existing service desk services offered by iSERV and its business partners; identify current business use,  potential business ,all related cost components 

· Prepare and present a gap analysis of service desk services;

· Provide a third party view of the overall service desk services; and

· Prepare and present to senior management action/project plans, approach, final, final findings (summary) and identify next steps.

The City of Hamilton

ITS - Corporate Services





June – August 2005
IT Service Management Consultant
Review and analyze the maturity of the existing IT Service Management processes within the IT organization.  Prepare a road map to move the IT organization to a process based business by refining existing processes, developing new processes and devising methods to ensure the continuing quality improvement of the IT Service delivery.

Tembec Inc.
Témiscaming, Quebec




August – February 2005
IT Service Management Consultant
Review and analyze the existing Help Desk structure and organization.  Prepared a plan and implemented phase one of this plan to develop Incident and Problem Management processes and procedures within the whole Corporate IT Help Desk and the IT support group.   Configured the corporate Help Desk to provide a single point of contact for the support of all corporate systems, infrastructure and communications at all corporate sites across North America and Europe.
· Developed and produced Incident and Problem Management processes based on the ITIL body of knowledge
· Configured and implemented the Help Desk tool to conform to process and requirements
· Provided training to all support staff
· Provided monitoring of all support processes to verify the quality of the processes and to ensure compliance with procedures. 
The Region of Peel

Information & Technology Services


February – March 2004








March – June 2005








April 2006
IT Service Management Consultant

Review and analyze the maturity of the existing IT Service Management processes within the IT organization.  Prepare a plan to move the IT organization to a process based business by refining existing processes, developing new processes and devising methods to ensure the continuing quality improvement of the IT Service delivery.

Government of Ontario

Ministry of Community, Family and Children Services

Customer Relations Team
July 2002 – November 2002
Service Level Specialist

Participated in the negotiation of an application maintenance and support outsourcing contract while providing subject matter expertise for Service Level Management.
· Produced SLA requirements to meet business needs
· Developed and produced the appropriate measures and metrics for the application support and maintenance outsource contract

· Developed the SLA document and negotiated specific service levels and the final SLA with the Vendor  

· Provide knowledge and training for Service Management group in managing and maintaining the SLA
Government of Ontario

Ministry of Community and Social Services

BTP Project
June 2001 – November 2001
Senior Project Manager

Developed the overall project plan and provided coordination of all activities of team members to ensure the project deliverables were completed for critical roll out date of ERP program

· Managed organizational change and championed new ITIL processes in targeted groups and client base. 

· Provided ITIL Service Support process development and project plan
· Provided ITIL Service Support process localization and tool implementation for Incident, Problem and Change Management.

· Provided OPS process and basic ITIL training for all support levels

· Ensured appropriate documentation of all processes and procedures where created in accordance with Ministry standards and approved for use
Career History with Ontario Hydro


May 1974-October 1, 2000
HydroOne Networks Inc.


Enterprise Technology Services
April 1999- October 1, 2000
Manager - Support Services

Created a plan to provide production support to a multi-site widely dispersed network and redefined the IT service and support services to operate effectively in the new utility market environment province wide.

· Provided support for approximately 4000 desktops and 400 NT servers.

· Created a cohesive and efficient support team under a new organization based on the ITIL body of knowledge.

· Worked with clients to determine requirements and built service level agreements that met varied business unit needs and budgets.

· Working with the management team, ensured IT budgets were in place and aligned with the overall corporate business strategy.

· Worked with vendors to ensure purchasing procedures, maintenance agreements and costing structures were in place and inline with corporate strategy..

· As part of the management team developed the policies, procedures and processes that guided the work of the IT unit..

· Coordinated the implementation of IT projects including budget/schedule monitoring, operational transition plans and testing procedures.

· Provided the resourcing of contact staff to fulfill the requirements of the support organization and all IT infrastructure projects.

Ontario Hydro Services Company




1996-1999
Section Head- Computer Support


Reorganized and redirected the Head Office portion of the NT Standardization Project.  Maintained and supported of all NT systems at Head Office campus and 5 GTA offices.

· Manage project costs, contracts and status

· Selected and managed 25 member support team to provide application, server and desktop services

· Established a centralized help-desk to provide a single point of contact for all IT needs

Customer Services Group





1988-1996
Senior LAN Administrator

Reorganized and redirected a core of IT support specialists to restore IT support to a dispersed business.

· Built a team of specialists to centralize the IT support for the Novell Netware systems in the Energy Management and Transmission businesses.  

· Developed strategies and processes to remotely manage 3000 desktops and 50 servers at the GTA sites and approximately 30 sites across Ontario.  

· Trained Head Office staff in the use of new applications (email, custom database applications, etc.) while maintaining and managing client databases.

Ontario Hydro 






1974-1989

During this period I held various positions in the Distribution Engineering and Construction functions within Ontario Hydro including Business Administrator, Contract Administrator, Construction Estimator and several Field Engineering positions.

Education


University of Waterloo –Faculty of Engineering - 1971-74
Professional Development

Independent Study - ALC

Networking with Netware – September 1989

Netware: Advanced Topics – September 1989 

Integrating Windows with Netware – October 1991

Novell

CNA - Netware 3.1X – November 1994

Microsoft

Supporting Windows 95 – September 1995

ITIL

ITIL Essentials Certificate – December 1997

Management Certificate Course - IT Service Management – April 1998
