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Experience Summary
· 25 years of operations experience, including: change and release management, tiers 1 and 2 support and problem management, service level management and availability reporting, workload and batch scheduling

· Extensive experience in process design and implementation

· Highly experienced in producing technical specifications, user documentation and procedures manuals

· Certified in Information Mapping

Professional Experience


 May 2000 – Aug 2001
Independent Consultant
Accomplishments: Assisted Thinking Minds Technologies, Pvt. Ltd. (India) and their U.S. subsidiary, Thinking Minds, Inc. (North Kingstown, RI) to develop the following:

· Service and product delivery and support strategy and systems specifications for issue management, configuration control and project/engagement management

· Vision, mission and values statement

· Product and services for U.S. and world-wide markets (component-based software engineering), including a hybrid off-shore/on-site delivery model

· Development of a proposal for a financial services portal and supporting business case for Pioneer ITI, India

· Business development in Dubai and Kuwait (through previous contacts)

Also assisted OSI, Inc. (Woodland Hills) in the development of a project plan and technical approach for a strategic planning project for the City of Thousand Oaks, CA.  Work included development of a comprehensive work breakdown structure and critical path analysis, and identification and resource estimates for all tasks and deliverables.

Operational Engineering Consultant

Herrick-Douglas (formerly Inteliant Corporation), Southern California Region

Current Assignment: Development and implementation of problem and change management processes and tools for Toyota. Scope of this project includes integration of processes with Peregrine software suite, and functioning as coordinator between Peregrine developers and IT and business stakeholders.

Previous Assignments: AT&T Fixed Wireless – Lead consultant assigned to develop processes, procedures and implementation plans for recovery management, and workload and batch job management; assisting in the development of infrastructure management processes, procedures and implementation plans.  

PacifiCare – Test Engineer for CTI system.  Executed functional and regression test scripts, wrote test reports. Developed operations guides for a Customer Relationship Management implementation.  Guides encompass all systems and subsystems comprising the computer-telephony integration architecture, including an Aspect ACD, Periphonics/Genesys integration into Solaris platforms for IVRs, interfaces to Clarify CRM and customer databases distributed both geographically and heterogeneously (Oracle, rdb, Informix, Sybase), and telecommunications interfaces into services provided by MCI. Telscape (a competitive local exchange carrier) – Lead consultant assigned to develop policies, processes and procedures for problem and facilities management and user administration.  Flour Signature Services – Assigned as quality analyst for deliverables produced in connection with a service level management project.  

Used Information Mapping techniques to plan and develop deliverables for both clients.

Additional: 

· Trained and certified in Information Mapping.  

· Wrote white paper on Recovery Management. 

· Assists senior consultants with development of work breakdown structures, project estimating, and performing peer and design reviews of deliverables.

1974 – 2000
Various Assignments

Systems Management Specialists (SMS), Brea, CA

Held progressively increasing responsibilities and technical assignments in production control, operations management and on-site consulting during 24-year tenure with SMS.  

Most significant recent assignments include:

· Service level management

· Change and release management

· Code, implement, and maintain the automation software packages 

· Master scheduling and workload management

· System administration (VM, MVS and OS/400)

· Performance monitoring and capacity planning



Additional
After-hours consulting (non-compete basis with employer)

· Assisted in the development of a service delivery strategy for Kuwait National Petroleum Company, including co-authoring problem management, opportunity management and change control processes and procedures

· Co-developed service delivery project plan for Kuwait National Petroleum Company

· Peer reviewer for organizational restructuring strategy and systems and applications strategic direction document for Kuwait National Petroleum Company 

Published Works


· Co-authoring a book tentatively titled Service Delivery for Prentice-Hall's Enterprise Computing Series.  The book is scheduled for publication 2002Q2.

· Co-Editor, Information Technology Management Newsletter http://www.geocities.com/mike_tarrani/InfrastructureMgmt.html
· Co-author of Survival Level Objectives concept for business continuity planning

· Co-Developer of the Tarrani-Zarate Information Technology Management Model for service and application delivery

· Technical Book Reviewer http://www.amazon.com/exec/obidos/tg/cm/member-reviews/-/A13586UCKKITJZ/103-2612019-6727815
· See also: http://www.geocities.com/linda_zarate/professional.html and http://www.geocities.com/linda_zarate/
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