Colin Strain
	An experienced and enthusiastic manager of technical people and support processes with current technical skills, excellent business awareness and service driven focus.


Professional Experience

London Borough of Camden

Sept 03 to Present

Service Level Manager
Sept 07 to Present

· Define Service Catalogue for Corporate ICT Service

· Introduce concept of Service Level Management to customer groups.

· Negotiate Service Level Agreements with Customers and IT Managers.

· Negotiate and formulate Operational Level Agreements with departments within IT community.

· Negotiate and formulate underpinning contracts with key Suppliers. 

· Create process for management of Service Levels.

· Create scorecard for reporting on Service Level performance.

· Implement programme for continuous improvement to Service Levels in IT Community.

· Design surveys for gathering feedback from customers and IT staff to determine their opinions as to the value delivered by Service Level Management.

· Produce performance reports and analyse to identify area’s for improvement to Service Levels and to work with departmental managers and staff to achieve these improvements.

Deputy Service Desk Manager
April 06 to Aug 07
· Deputy Manager of consolidated Corporate Service Desk.
· 13 Service Desk staff logging between 450 and 500 incidents per day.

· Line management for permanent and contract staff.

· Dealing with all aspects of people management including recruitment and selection, appraisals and performance management and disciplinary issues.

· Achieving targets of < 5% abandonment rate on phones and > 50% first line fix rate.

· Technical lead on Service Desk working with Desktop Support, Network and Server Managers to identify opportunities for the Service Desk to take over tasks from 2nd and 3rd line teams enabling more proactive work by them.

· Technical support and development of HEAT Incident Management tool including SQL server and database maintenance.

· Holding service review meetings with support teams within the ICT community to review Service Desk performance and to drive improvements to the incident management process.

· Project managed the roll out of the Incident Management process and use of HEAT to a number of Application Support teams that had previously not worked with any call logging facility demonstrating strong negotiation and influencing skills.

· Design and production of management reports using Crystal Reports.

· Technical Achievement:  Attended HEAT Administration II course and passed exam qualifying as an approved HEAT consultant.
· Achievement:  Service Desk team was nominated for an ‘Outstanding Service to Camden Award’ (OSCAR) in 2006.

· Achievement:  Received ‘Golden Handcuff’ bonus payment after a year of service in this role.  This was offered as an incentive for me to stay after the restructure and was a good demonstration of the value placed on my work by senior management.  Only two members of the ICT team received this.

Project - Consolidated Service Desk
Feb 06 to Mar 06
· Key project resource working to consolidate three Service Desks into one Corporate Service Desk.

· Service Desk processes designed to ITIL standard, verified in independent ITIL assessment.

· This was a key part of a restructure to merge desktop and server support from 7 different ICT departments into one.

· Worked with telephony supplier to specify and design improved ACD telephony infrastructure for new Service Desk.
· Technical lead designing and implementing HEAT Incident Management tool.

· Co-ordinated work with ICT technical staff to identify and specify a standard incident management process and designed Incident Management tool around this.

· Implemented major improvements to the process and tool in order to sell the new processes to staff that were used to working in different ways with no cohesion.

· Specified a new way of classifying incidents working from a customer perspective rather than a technical perspective.

· Created a basic SLA to be used as an interim measure till formal SLA management could be adopted.

· Assisted in specifying, and created complex Crystal Reports to provide performance data for use by senior management and for presentation to the customer.

· Designed and provided end user training for users on the Incident Management process and call handling using HEAT (200 + users).

LEA Services Manager
Sept 03 to Jan 06
· Working for Local Council in Education IT unit supporting LEA and Schools in Camden

· Manage technical Service Desk (4 Engineers).

· Manage 2nd and 3rd Line Support team (3 Engineers).

· Conduct appraisals and reviews for 7 team members.

· Resolving customer complaints.

· Responsible for selection, interviewing and recruitment of contractor and permanent staff.

· Responsible for department procurement of hardware and software (average: £150k per month).

· Design and Produce department reporting framework from Heat, MS Access and MS SQL using Crystal Reports.

· Revamped and maintained ITIL based processes for Incident, Problem, Change and Availability management.

· Responsible for asset register and tracking using Heat Asset Tracker.

· Set up and maintained monitoring and reporting on performance of 9 file servers (WinNT, 2000 and 2003).

· Reviewed and maintained approved hardware lists consisting of Dell Desktops and Laptops, HP PDA’s and printers.

· Designed and implemented improvements to Heat Call Logging system.

· Currently managing project to merge 3 Service Desks in different departments into one centralised unit providing uniform service to the whole council.

· Initiated purchase of ACD Telephony system and set up use with monitoring and reporting processes.

· Sourced and persuaded the department to invest in remote support tools for use in schools that have significantly improved engineer productivity and enabled the team to patch over 1000 desktops and servers within 1 day of critical security alerts.  This has changed the way the team works and has delivered considerable savings to the department.
· Improved Service Desk 1st line resolution rate from 40% to over 65% with further initiatives to improve these figures in place.
CMS Cameron McKenna

Jun 00 to Jan 03
Problem Manager 
Aug 01 to Jan 03
· Created and managed a new departmental process to minimise the adverse impact of incidents and problems on the business caused by errors in the IT Infrastructure.

· Prevented re-occurrence of incidents related to these errors by seeking out the root cause and resolving them using the relevant departmental resources.

· Proactively identified problems by monitoring trends in the call tracking database (Heat) and managed identification of the causes.  Then managed successful elimination of the causes thereby significantly reducing the number of repeat calls and known errors in the environment.  This significantly reduced the amount of recurring errors and lightened their impact on the business.

· Developed a strong technical knowledge of all IT systems and their interaction and co-ordinated communication between various technical departments within IT.

· Assisted technical staff in troubleshooting problems within Exchange, Win2k/Active Directory, Netware and Word/Document management environments.

· Developed a knowledge management process to enable more resolutions at 1st and 2nd line thereby shifting more of the support function away from expensive 3rd line resources.

· The process was developed using ITIL Service Management processes but was tailored to adhere to existing departmental practises.

· Designed relevant metrics to demonstrate the performance and benefits to the business.

· Training IT members on the processes and successfully managed their integration into the rest of the department.

· Assisted in re-design of Heat call logging system to fit in with all ITIL processes.  I was responsible for the call categorisation and Problem Management aspects.

· All reports designed using Crystal Reports.  I also provided reports for other members of the department when required.

· I was responsible for overall management of Severe Incidents but often performed desktop support to keep in touch with the staff and customer perspectives.

Service Desk Team-Leader 
Apr 01 to Aug 01
· Team Leader responsible for two teams of 10 and 8 analysts and their supervisors.

· Managed Service Delivery of the 1st and 2nd line support teams.

· Responsible for management of severe incidents.

· Managed and mentored supervisors and senior members of the teams.

· Dealt with customer escalations and departmental issues.

· Involved in planning of Projects and roll outs.

· Restructured support teams achieving closer integration of the two functions thereby providing wider coverage for all areas of responsibility.

· Responsible for all HR and disciplinary issues.

· Managed out of hours support team and provided first point of escalation.

Back Desk Supervisor 
Jun 00 to Apr 01
· Objective: To oversee the day to day running of the Desktop Support team (9 members) and to raise moral and motivate the team, that had previously been without supervision.

· Training and mentoring junior team members.

· Maintaining shift rotations for the team to provide adequate cover during core business hours.

· Improving existing processes and creating new ones in line with departmental standards to improve the team’s contribution to the business.

· Conducting staff appraisals and regular reviews.

· Employing contractors and permanent staff.

· Ensuring defined career development paths and training schedules.

· Dealing with customer escalations and low level disciplinary issues.

· Resolved support calls to maintain my technical abilities and keep a handle on the environment.

· Managed team through roll out of completely new desktop environment (WinNT4 to Win2k).  The roll out was fraught with problems and provided a serious challenge to keep the team motivated and professional.

Reuters

Mar 00 to June 00

1st/2nd Line Support Analyst

· Extremely time critical 1st line support of Remote and in-house users on Windows 98, Windows NT 4 and MS Office 97.

· Remote users using Toshiba Techtra and Sony Vio Laptops.

· Resolved dial up issues using land line, GSM and Satellite phone technologies.

· Support of Reuters' application software along with general day to day operating system problems, remote dial in issues and MS application issues.

· Monitored network operation and performed basic error identification during outages.

Lazard Brothers & Co

Mar 00 (One Week)

1st Line Support Analyst

· This was a short term contract for holiday cover.

· Telephonic support of in house and trading floor users using Windows NT 4, MS Office and Lotus Notes v4.63.

· Escalation of specific call types as per predefined processes adhering to strict SLA’s.

· Calls were logged on a bespoke Lotus Notes database.

Andersen Consulting

Jan 99 to Dec 99

1st/2nd Line Support Analyst

· Telephonic support for EMEA region of Windows 95, Lotus Notes 4.51/5, MS Office 98 running on Novell Netware 4.1.

· Dial up and remote access issues and TCP/IP configurations were common.

· Remote use of Lotus Notes and email replication problems were also important.

· Most users working off site making first line resolution imperative.

· Various admin like changing of passwords and permissions using NWAdmin.

· Call logging and business reporting was done on Remedy.

· ACD statistics used for monitoring of teams.

· Seconded into Desktop support team for 1 month troubleshooting and providing training where required.

· Worked on project repairing laptops affected by faulty software for 2 months.  Used Norton Ghost for backing up and re-imaging.

GE Capital / Vodafone

Oct 98 to Dec 98

NT4 Rollout Team Leader

· Y2k upgrade project by GE Capital for Vodafone.

· Rolled out 1200 HP Vectra Desktop PC’s in two months.

· Installed and configured Windows NT v4 and configured to standard spec.

· Installed additional applications as required.

· Backed up old PC’s, replaced with new machines and ran Quality Assurance procedures.

· Excellent logistical challenge.

· Promoted to Team Leader after two weeks.

Price Waterhouse Coopers

Jun 98 to Sep 98

2nd Line Support Analyst

· Provided desktop support to Management Consultants operating in time critical environment.

· Troubleshoot and repaired all faults on Toshiba laptops running Windows 95 and Lotus Notes.  Also supported Compaq desktop PC’s.

· Tweaking Remote access via land line and mobile dial up.

· Provided desk side training after upgrade from Lotus Notes v3 to Lotus Notes v4.3.

· Resolve networking issues using Netware using IPX/SPX and TCP.IP

· Solved patching and cabling issues as necessary.

· Provided support on all components of MS Office.

UUNET Internet Africa

Apr 97 – May 98

Helpdesk Analyst

· Telephonic support for South Africa’s largest Dialup ISP.

· Full support provided for MS Windows 3.x/ 95/ NT, Apple Mac OS, Netscape Navigator/ Communicator, MS Internet Explorer / MS Outlook 3/4,Quarterdeck Internet Suite and all related e-mail applications.

· Configuration of remote access and all modem types.

· I took in excess of calls per week (38 hours).

· Identified and resolved mail problems on BSD Unix servers.

· Performed on-site installations and training where required.

Microdata International

Jan 92 to Mar 97
Workshop Engineer/Assistant Manager
Nov 95 to Mar 97
· Profit focused repair and maintenance of all makes of PC's.

· Warrantee repairs of IBM Desktops, Servers and Notebooks.

· Assembly of clone PC’s.

· Occasional board level electronic repairs.

· Provided technical training for IBM Sub dealer sales staff.

· Serviced and repair of HP LaserJet, HP DeskJet, Seikosha and Fujitsu Dot matrix printers.

· Assistant manager of team dealing with customer escalation and other day to day issues allowing the manager for focus on developing our customer base.

Support Co-coordinator
Nov 94 to Oct 95
· Co-ordinated support team of 12 software engineers ensuring smooth running of all admin related functions, thereby allowing the engineers to focus on profit driven pursuits.

· Managed sub-contractors.

· Processed all departmental billing.

· Controlled the engineer’s schedules.

· Provided telephonic support for existing customers covering Lotus SmartSuite cc:Mail and Notes, MS Office, Novel Perfect Office and Windows 3.x/MS Dos.

· Maintained local print queues using Novell rprinter and pconsole.

Account Executive - Supplies Division
Nov 92 to Oct 94
· Sales of all IT related consumables and accessories.

· Expand business relationships with existing corporate accounts.

· Canvass for new business.

· Manage Hewlett Packard calculator promotion for University Students

Stores Clerk
Jan 92 to Oct 92
· Control of goods received.

· Schedule and manage deliveries.

· Regulate stock levels according to current and historical demand.

· Maintain records and filing.

IT Courses / Certificates

	Dec 2006
	HEAT Administrator II 

	July 2005
	HEAT Administrator I 

	Nov 2002
	ITIL Service Support Foundation

	Oct 2002
	Crystal Reports v8.5 Level 1

	Sept 2002
	Microsoft Office User Specialist (MOUS) – Microsoft Word 2000

	30 Aug 2000
	People and Team Management - Reed Training

	5 Dec 1996
	IBM Professional Server Specialist

	15 Nov 1996
	Supporting MS Windows NT Server 3.51 (#659C)

	28 Oct 1996
	Supporting MS Windows NT 3.51 (#505)

	8 July 1996
	IBM PC Institute PC Architecture

	2 May 1996
	AST Product Service Training Course

	15 Jun 1995
	Microdata Cape Introduction to MS PowerPoint

	17 May 1995
	Microdata Cape Introduction to MS Excel

	27 Oct 1994
	LAN Design Basically Networking

	21 Nov 1994
	Microdata Cape Introduction to MS Windows 3.1


Technical Skills Summary

	Windows
	3.x, 95, 98, ME, NT3.x, 4, 2000, XP, 2003

	Lotus
	Notes, Smartsuite, 123, Wordpro, cc:Mail

	MS Office
	4.3, 97, 98, 2000, XP, 2003

	Other Microsoft
	MS Project, MS Visio, MS Frontpage

	Email
	MS Exchange/Outlook, Netscape Communicator, cc Mail , Lotus Notes

	Web Browser
	Internet Explorer, Netscape, Firefox, Opera

	Call logging
	Remedy, Heat

	Reporting
	MS Access, Crystal Reports 

	Laptops
	Toshiba, Compaq, Acer, IBM, Dell, Samsung

	Desktops
	IBM, Compaq, Clone, Acer, Dell, HP

	Networking
	Windows NT Domains, Windows 2000/2003 (active directory), Netware 3.x, 4.x, UNIX FreeBSD, TCP/IP, IPX/SPX

	Remote Support
	VNC, Dameware, Kaseya

	Other
	Carpé Diem, Reuters, Docs Open, Norton Ghost, Wininstall, Citrix client

	Database
	SQL Server 2000


Education

High School:


St. George's Grammar School - Cape Town
1980 – 1988
Achievement 
Matric Exemption (A Level equivalent).

Subjects
English, Afrikaans, Maths, Science, Biology, Geography 

Tertiary education:

Cape Technikon - Diploma Marketing Management 
1990

Subjects
Marketing, End-user Computing, Communication in English, Sales

Details

E-mail:


colin@strainz.com
Telephone:

07905427236

Nationality:

British

Place of Birth:

Cape Town - South Africa

Date of Birth:

30 August 1970

Drivers License:

Light Vehicle

References: 

Available on request
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