NEAL M. SAUERS






Home:
(312) 266-7531

Chicago, Illinois  60610
Cell:
(312) 719-7531 

Linkedin:  http://www.linkedin.com/in/nealsauers
Email:  Neal_Sauers@Yahoo.com


Experience encompasses management, supervisory, technical and administrative support roles, most recently responsible for hands-on service desk management in a high risk / time critical trading environment.  Strengths include strong leadership, project management and exceptional customer service background, problem resolution in time-sensitive situations, various administrative functions as well as business analysis and process re-engineering.  Fast learner, detail oriented, customer focused, organized, strong interpersonal and communications skills.  Possess strong team leading skills and managing resources to meet goals.   Other skills include working knowledge of Novell/Windows directories, desktop technologies and help desk/call center operations.  
Independent Consultant (September 2008 - Present)

· Contract hiring manager for a small software company where I screened over 150 resumes down to 10 for in house interviews and hired two call center analysts.  Developed training manual for new hires with appropriate documentation to assist in resolving issues for external clients.

· Content Manager for high fashion dog attire web site.

· Independent trainer for various off-the-shelf software products for approximately 15 individuals.

· Computer installer/trouble-shooter for various individuals.

· Small office manager for an independent architect, including billing, proposals, and scheduling.

Spectrum Global Fund Administration, Chicago, Illinois

Service Desk Manager (January 2008 – August 2008)

Responsible for implementing the firm’s customer support desk for internal and external clients, supporting various internally and third party developed applications.  Evaluated various call tracking products and revised existing implementation of Track-It to provide enhanced reporting of client issues.  Developed and implemented call flows to support various applications such as Spectrum Plus, MyFundFinder.Com, Virtual Back Office and Check Free.  Implemented SLA and escalation process within problem tracking system allowing senior management to receive automatic notification of time critical customer problems.         

JP Morgan Chase, Chicago, Illinois

Lead/Associate (September 2000 – May 2007)

Lead analyst and day-to-day manager of service desk unit supporting a 250-desk trading floor, 900 operations staff and 350 development personnel in Chicago and six US-based regional offices.  The service desk consisted of five direct reports supporting Windows XP, NT, 2000, Novell, Notes, MS Suite, Citrix, VPN/Remote Access, numerous in-house and third party applications.  Other responsibilities include hands-on call taking and problem resolution, NT and Novell ID creation, directory access, logon ID management and review/management of overall timeliness of ticket resolution.  Act as customer liaison with other support groups in the organization (e.g. enterprise service desk, building services and application support).  

Project/analysis work includes acting as lead analyst for the Chicago implementation of the enterprise standard call tracking system (Peregrine).  Implemented wellness checks throughout the day and night for various systems greatly improving up time for key applications and the network.  Developed and produced monthly metrics for senior IT management.  Acted as liaison with project teams for rollout of new applications to ensure quality support from service desk.

Mayer, Brown & Platt, Chicago, Illinois

Systems Support Manager (March 1999 – September 2000)

Management of service desk and technical support groups responsible for 2,250 employees in Chicago and regional offices.  Direct reports consisted of 16 employees providing front line support and software support, including but not limited to corrupt documents, document management system, and various other components of the network.  Expanded the service desk and technical staff to provide 7/24 support.  Service desk played a key role in the successful Windows98 implementation for firm.  Other areas of responsibility included technical support group, which deployed new hardware/software, handled break/fix and relocations.  Implemented monthly round table discussions for service desk/technical support to improve staff knowledge of the other IT areas.  Implemented end-user notification via voice mail and network broadcast of critical system outages in order to minimize overall impact.

Bank One, Chicago, Illinois (February 1982 – March 1999)
Customer Assistance Center - Manager/Assistant Vice President (October 1995 – March 1999)

Management of corporate service desk supporting 75,000 customers taking 25,000+ calls per month.  Marketing of service to new customer areas in Michigan, Indiana and New Jersey post merger.  Expanded service desk to 7/24 to accommodate international support needs.  Staff consisted of forty direct reports with experience in WAN, LAN, mainframe and voice issues. 
Corporate Data Processing (November 1992 – October 1995)

Technical Officer (January 1995 – October 1995) - Responsible for project management of desktop installations for DOS/Windows and OS/2 workstations.  Project manager for various department relocations including coordination of building services, electricians, telecom, and network services.   
Project Specialist (June 1993 - December 1994) - Performed consolidation and redeployment of redundant servers reducing expenses.  Coordinated effort to reduce multiple software releases.  Interfaced with Loan System staff to provide implementation of the OS/2 platform.

LAN Manager (November 1992 - June 1993) – Implemented first complete Windows network environment within the Corporation, including hardware installation, software configuration and user training.  Managed delivery of News Edge information service for Bankers Workstation via WAN for Corporation.  Developed strategy to reduce time involved in user configurations.  Assisted in development/implementation of LAN Data Security Plan for the Loan Products Division.  

Cash Management Division (February 1982 – November 1992) 
LAN Manager (April 1990 - November 1992) - Implemented the first Novell server in organization.  Trained and managed Sales Tracking and Reporting System (STARS).  

Department Controller (April 1989 – April 1990) - Processed division billings, project tracking, fixed assets and managed department budget.  Directed five administrative assistants supporting a staff of 30 consultants.

Consulting Analyst (June 1986 – April 1989) - Performed collection/disbursement analysis and implementation of recommendations for Fortune 500 clients.  

Word Process Specialist I/Administrative Assistant (February 1982 – June 1986) - Provided word processing support and managed Wang system for five departments.  Performed administrative assistant functions for 20 consultants 

Certifications:  ITIL – IT Service Management Fundamentals

