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Summary

Dedicated management professional with background in customer service and administration.  Skilled in project management and product development with a passion for Web 2.0 and social media.  Well-developed communication and problem-solving skills with the ability to work self-directed or in a team to complete projects and accomplish goals. 

Career History
	DISNEY ENTERPRISE IT, Burbank, CA
	2007 - 2009

	Senior Product Specialist
Oversaw the execution of the Managed Print Services contract, including new services and measuring performance against Service Level Agreements. Partnered with customers to determine their business needs for managed print services.


I managed the successful migration of the HP managed print services for multiple locations within the Corporate business by partnering with the overall project manager and using best practices to work with each location being transformed to the new services.

I launched several communication initiatives about the program, presenting the overview of the project to customers and holding Question/Answer sessions to address concerns.

	DISNEY ENTERPRISE IT, Burbank, CA
	2005 - 2007

	Technical Relationship Management Specialist
Assisted corporate clients with outsourced services supplier relationships and project management and worked with those suppliers to identify and resolve process issues.


I facilitated several large scale projects including server migrations, data center moves and new application rollouts by providing timely communication and problem resolution to customers and suppliers.

	DISNEY WORLDWIDE SERVICES, Burbank, CA
	2002 - 2005

	Help Desk Supervisor
Managed the staff and operations for the west coast Disney IT help desk, which serviced approximately 30,000 customers.


I successfully managed the west coast help desk consolidation project, which combined all of the individual business unit IT support desks into a single IT service center. Once the project was complete, I took on the role of supervisor for the west coast help desk.

I succeeded in meeting and exceeding call resolution targets by 10% and decreasing average call hold times by 25%.

I met and coordinated with client services partners to develop more streamlined processes for software distribution, end user support and remote resolution, procurement and client communications.
	WALT DISNEY COMPANY, Orlando, FL
	1996 - 2002

	Senior PC/LAN Support Analyst 
Supported thousands of users and multiple servers across Disney Parks, Resorts and Administration areas.


Education

University of Illinois at Urbana-Champaign
B.S Business Administration/Management Information Systems, 1996

Company Sponsored Training:

George Washington University Certificate
Project Planning, Analysis and Control

HP Education Services Certificate 
ITIL Foundations for IT Service Management

Foundation Certificate in IT – Service Management
Council for Service Management Education (CSME)
Technical Skills
Early adopter of social media websites and Web 2.0 applications.  Have had a personal web presence (via website or blog) since 1994.

Own and run my own blog for 5 years (http://shoutingintothewind.com).

Manage social media accounts for myself (@TeelaJBrown and @shawnambenson on Twitter) and for others (@Geekerati for a Blogtalk Radio Podcast).
Presence and active use of Twitter, Facebook, LinkedIn, Flickr, FriendFeed, LiveJournal, MySpace and have beta tested numerous start up social media/networking sites.

Volunteer Experience

BRITTANY-HARTFORD HOME OWNER’S ASSOCIATION   2005- Present

Treasurer (2007 – Present)

President (2005 - 2007)
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