John (Jack) C. O’Donnell
4 Maidstone Drive





      Cellular: (603) 799-7429

Merrimack, NH  03054-3017

    
                  Home:     (603) 424-4813

Jackodo29@hotmail.com




                 jackodo@aol.com
Profile:  A proven problem solving senior manager with experience at the corporate and field level in high technology software/hardware companies.  Outstanding team development skills in both project and staff management.  Strong track record in managing and implementing Help Desk(s), virtual and centralized Customer Contact Centers as well as Major Accounts, Channel and VAR programs.  Possess outstanding leadership and interpersonal skills.
Major experience, strength, and skills include:

· Help Desk Implementation

· Consulting and Solution Analysis

· Evaluate Sales Inhibitors

· Centralized Contact Center

· Program and Project Management

· Relational Data Base design

· Virtual Support Center

· Strategic development and marketing partnerships

· Training/Programming

EXPERIENCE:

1995 – 2003
Hewlett-Packard Company, COMPAQ/DIGITAL



North America Pre-Sales Systems Engineering, NAPSE Group Call 


Center, Littleton, MA

The mission of the NAPSE Call Center organization is to provide quality technical responses to End-Users, Partners and the HP sales force, internal as well as field, and providing quality lead opportunities to the HP Business Partners as well as the HP sales force in The America for Hardware, Software and Services.

Senior manager, Call Center, Pre Sales Technical Support

Implemented and managed the merger of the Enterprise Platforms group with the StorageWorks group as well as the Compaq/Digital merger and the HP/Compaq merger.  This pre-sales technical support group responds to requests for technical information as well as lead generation in support of a $14 billion revenue goal, StorageWorks Products, for The America in FY03.
· Planned, developed and implemented the complete staffing and training strategy for the merger and future requirements.

· Assisted team with complicated technical issues and provide appropriate resources and or teams for quality resolutions.

· Ensured appropriate technical training is provided for new staff members as well as new or enhanced product offerings.

· Evaluated results, calling patterns and statistics to identify patterns, strengths, problems and recommend solutions.
· Achieved team productivity, quality, and customer satisfaction as well as call center objectives.

· Monitored and ensured appropriate service levels, abandon rate and quality standards are met.
StorageWorks Business Unit, Shrewsbury, MA

StorageWorks is a provider of open storage solutions that meet today’s multivendor computing requirements.  The StorageWorks Resource Center, SRC, mission was to add value to the sales effort by establishing a single point of contact for all Marketing Support in the America as well as providing World Class professional pre-sale consulting and product information services.  Product supported includes hardware and or software StorageWorks sub-systems for enterprise solutions on HP, Heritage Compaq, Heritage Digital, IBM, SUN and INTEL platforms with UNIX, NT, NOVELL and OVMS/VMS operating systems. 
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Senior Manager, Programs/Implementation, Pre Sales Technical Support 

Created, implemented and managed major programs to increase client satisfaction as well as to lower Operational cost for the Storage Resource Center, SRC in support of the Storage Business Unit's 1-800-STORWORK hot line.  The SRC services supported $4.7 billion in sales for storage solutions in FY97.

· Planned, developed and implemented the complete staffing and outsourcing strategy program.

· Managed the relationship between HP-SRC and Vendors, Sykes Enterprises, Inc. and The Sutherland Group Ltd..

· Maintained and monitored telephony and resource requirements for the SRC Operations, including escalation and measurements.
· Responsible for the development and migration to advanced technology for the SRC telephony, current and future, requirement.

· Successfully implemented a virtual support center, consisting of 1 in-house and 3 remote units, including work at-home agents  using ISDN and RAS connectivity.  Infrastructure included NT servers, Windows based client applications, Internet tools and CTI ISDN data and telephony based ACD switching.

1992 – 1995
VERSYSS, INC., Needham Heights, MA

VERSYSS is a developer of  industry-leading solutions, specializing in HealthCare and Commercial Applications.  Successfully integrate the Cooperative Healthcare Networks, CHN products to co-exist with the VERSYSS HealthCare solutions.  This $19 million multi-vendor national project reduced development and support costs as well as generated an on-going revenue stream for both vendors.

Senior Program Manager – VERSYSS - Electronic Data Interchange, EDI/CHN, StatLinkTM Products

EDI Manager is the billing module within the VERSYSS Healthcare application and StatLinkTM is the communication software which allows transmission between the end-user, Doctor/MSO, etc. to the Clearing House, CHN. 

· Managed the relationship between Vendors, planned and implemented the complete BETA Site Management program.
· guided the products through the Product Life Cycle from development to General Successfully Availability.

· Originated/implemented strategic development relationship function to lower Development cost/decrease time to market.
· Created a Major Account Support function that was responsible for complete profitability.

· Developed/implemented a program, Help Desk, to increase client satisfaction as well as guide the client through conversion/upgrades.

1985 – 1992
VERSION, NYNEX (The DATA Group Corp.), Burlington, MA

Senior Group Manager, Development, Programs and Projects

Expanded the consulting Services organization and penetration by providing major account management and project management capabilities to the Company.  This was key to the successful completion of current and new projects.
· Implemented and managed project planning and tracking. Coordinated and prepared project and task estimates.

· Devised and published Product and Project Life Cycle document in support of development.

· Maintained and monitored resource requirements and usage for Operations.

· Responsible for the development of new methodologies/techniques for modular applications generation, ATM/Network Manager.

· Advanced the implementation of LAN's, Novel and Apple client sever(s), which ultimately supported the total operation.
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1982 – 1985
WANG LABORATORIES, INC., Lowell, MA

Senior Manager, Technical Support, Major Accounts and International OEM/VAR’s

Instituted and provided pre-sales support/support services and consulting to Major Accounts and International OEM/VAR's. 

· WORLDWIDE, Major Account and OEM/VAR, support and training policies and Established procedures.

· Developed and implemented operational training for Major Accounts and OEM/VAR programs.

· Presented support policies to Senior Management.  Monitored support policies and procedures for all company products.

· Designed strategies for future product support and training.  Prepared modifications for the support services databases.

1975 – 1982
NIXDORF COMPUTER CORP., Burlington, MA

Senior Manager, Technical Support, Vendor and Agency Programs

Planned and provided pre-sales support, support services and consulting to end users, Major Accounts and OEM/VAR, which included development and training for all of the AMERICAS and ASIA.

· Managed International Vendor, Agency and Distributor programs, 12.5 to 14 million in revenue.

· Planned, implemented and controlled the release of new products.

· Developed strategies: migration/penetration/implementation and assisted the support organizations on all products lines.

· Provided business procedures, policies and direction to all software management organizations.

EDUCATION:         

HESSER COLLEGE, Nashua,  NH       




Computer Science

BUCKS COUNTY COMMUNITY COLLEGE, Newtown, PA        

Data Processing

ELECTRONIC COMPUTER PROGRAMMING INSTITUTE, Trenton,  NJ
Data Processing

SPECIALIZED  STUDIES:              

· Internal and external management courses:

· Systems and programming courses.

· Telephony, Data Communications.

· Knowledge Engineering, Relational Data Base and Data Processing courses.

PERSONAL:

Will travel and or relocate.                                        

REFERENCES: 
Furnished upon request.
PASSPORT:
Current.

