Nicholas E. Buol

240 Greenwood Avenue, Pleasant Hill, IA 50327
manager@buol.us
CAREER OBJECTIVE:
To help a company obtain its service and financial goals through proper management and development of customer needs, promotion of quality service, data reporting, and staffing.
RECENT ACCOMPLISHMENTS:

Summary – Created service performance scorecards that were adopted by the entire organization and by a primary customer as the default standard. Was the first manager in the organization to complete operation manuals for several key accounts which in turn because guidelines for others. Through management and planning, provide customers with outstanding service that is recognized weekly via scorecards.  Received the Outstanding Operations Manager award for four out of six consecutive business quarters. 

WORK EXPERIENCE:

Summary – Managed and supervised groups and departments responsible for device support of print, image, and Wintel based technologies in multi-site locations for over 12 years.  Provided detailed reporting and score cards to first level through executive level management for internal and external customers.   Fostered a sense of urgency and accuracy to ensure exceed SLA performance. Set goals that would provide exceptional levels of customer service.  Enhanced IT support performance through staff management, process improvements, training, improvement of internal communication and via customer service reviews.  Managed internal staff as well as the coordination, communication with, and management of 3rd party vendors and business partners.  Hands on technology experience for over 17 years as a solid core to better management.  
Lexmark International, Inc., Des Moines, Iowa – Leading print and imaging provider.
       2006 - Present

Site Operations Manager


· Manage daily operations for all contracted support locations throughout the state of Iowa as well as parts of Kansas and Missouri.
· Manage internal Lexmark technical staff as well as 3rd party business partner technicians.

· Provide regular critical data reporting to customers on a weekly and monthly basis.

· Maintain accurate asset information to ensure correct billing and support as well as to meet corporate goals and objectives.

· Monitor and enforce compliance with written Service Level Agreements with the expectation of above average to excellent results.

· Completed client Procedures Manual for internal support.

· Manage key process flows including product support, MADC, and order management.

· Meet with customers on a regular basis for customer satisfaction and support planning.
· Manage all aspects of asset management using the customer’s and Lexmark’s applications for moves, adds, swaps, billing details, and meter reads to insure timely and accurate invoices and support updates.
· Manage on-hand parts and hot spare inventory for all locations.

· Provide staff coaching, development and discipline as needed.

· Requisition, recruitment, hiring, and training of new employees and the development of staff success plans.

· Provide training and “train the trainer” information to customer to promote Lexmark products even outside of the contracts to show an elevated level of customer service.

· Provide feedback and proactive solutions to both Lexmark and customers.

· Maintain the support office locations which are at the customer’s sites.
· Continual education to increase value within the organization and for self improvement.
American Republic Insurance Company, Des Moines, Iowa - Health insurance provider.
2002 - 2005
Network Manager


· Manage team consisting of LAN, WAN, Windows 2000/2003 Server, AS/400, Lotus Notes, and telecommunications administrators including the telecommunications supervisor.

· Coordinate projects between team and both the helpdesk and change management groups.

· Provide supervision of all security projects as recognized by security team.

· Conduct biweekly meeting with the entire department within Enterprise Technology Services.

· Provide performance plans and metrics for team.

· Developed organizational motivational plan for department.

· Provide support for our Citrix environment.

· Primary managerial point of contact for all department related issues.
· Head of Technical Architecture Team, one of the 5 teams formed to ensure the company’s current merger with World Insurance in Omaha consists of technology implementations that allow for the melding of best technologies for the enterprise.

· Member of a select team of managers that are tasked with ensuring consistent business objectives and paths are followed.

· Fill in for the Associate Vice President of Enterprise Technology Services when he is out of the office.

Medical Associates Clinic, Dubuque, Iowa - Health care provider.
1998 - 2002
Manager – Network Services


· Support and enhance all aspects of PCs and the PC network environment at 18 locations.

· Sole administrator of the entire PC network including Windows NT 4.0, 2000 and Novell 3.12 servers.

· Supervise a team of employees who support the desktop users.  These employees include technical support, help desk, and communications specialists.

· Plan future expansion and refinement of current network systems and PC desktop systems to reduce downtime and increase productivity of end users, as well as eliminating many tech support calls.

· Implemented a dedicated Internet connection, including firewall and password security protection.

· Initiated Intranet development.

· Implemented Virtual Private Networks via an encrypted Internet connection.
· Converted entire 3Com network infrastructure to a Cisco switched and routed infrastructure for all locations. 
Manager - Technical Support

· Supported all aspects of PCs and the PC network environment at 16 locations.  
· Supervised a team of technical support employees.  

· Prioritized and planned daily, weekly, and monthly projects for myself and my staff to improve work flow.

· Converted Novell network operating systems to Windows NT using RAID5.

· Migrated from Novell E-mail system to Microsoft Exchange.

· Team Leader of the Y2K Readiness Committee.

· Interim IT Director for six months while company was searching for a permanent replacement director.

McLeodUSA Publishing, Cedar Rapids, Iowa - Telephone directory publisher.
1996 - 1998
Unit Manager - PC/LAN Systems


· Managed all aspects of the PC and PC network environment.

· Increased server uptime from 68% to 97%.
· Prioritized and planned daily, weekly, and monthly projects for my staff.

· Planed future expansion and refinement of current network systems and PC desktop systems.  

· Managed the conversion from Novell to Windows NT.

· Ensured the successful deployment of Oracle-based internal applications.
EDUCATION:

University of Phoenix, Phoenix, Arizona
2003 - Present
· Master of Business Administration: Technical Management Degree (in progress)


Western Illinois University, Macomb, Illinois
1992 - 1994

· Bachelor of Applied Science Degree

Major: Computer Science








Minors: Business and Mathematics

Highland Community College, Freeport, Illinois
1990 - 1992

· Associate of Science Degree

TECHNICAL EXPERIENCE AS BACKGROUND TO MANGEMENT:

· Lexmark product certifications: X634, X646, X832, X852, X752, X762, X772, X945, and various T models

· Lexmark applications: ARMS, Fleetview, MarkVision, LDCM, Crystal Reports, BO XI, LS Financial, PeopleSoft, Concur Central, and others

· Operating systems: Windows Vista, Windows 2003, Windows 2000, Windows NT, Windows XP, Windows ME, Windows 98, Windows 95, and MSDOS
· Network operating systems:  Windows 2000/2003 Server, Windows NT Server 4.0, Novell Intranetware 4.11, and Novell Netware 3.12
· Databases: SQL 2000, SQL 7, SQL 6.5, Oracle 7
· Other key products:  EMC SANs, Exchange 5.5, Exchange 2000, WebSense, Surfcontrol, Citrix, CommVault, and SMS
· CNA certification in Novell Intranetware 4.11

· MCSE classes in Microsoft Windows NT 4.0 with many other Windows 2000 classes taken
· Formal training and experience in Nortel, Cisco, and 3Com switch, router, and firewall technologies. 
· Web Development with IIS, Frontpage 2003, HTML, Java, and Flash 5.0

· Other Technologies: RAID, Ethernet, Gigabit, Wi-Fi, and VPN
Nicholas E Buol Resume page 1

