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	Kevin Van Vreckem
Eikenlaan 11 – 1740 TERNAT
kvvwebdesign@gmail.com
GSM: +32 (0)496 84 83 45
Born in Jette on November 26th 1981
Minimum rate: Market Rate

	
	


Keywords

ITIL  v3 & PRINCE2 certified / Service Delivery Management
Problem Management / Change Management / Project Management  / 
Capacity Management  /  Incident Management / Teamleader

	Language
	Spoken
	Written

	Dutch
	Very Good
	Very Good

	French
	Good
	Good

	English
	Very Good
	Very Good

	German
	Basics
	Basics


Education

Highschool: Sint Jozefsinstituut Ternat – Math-Economics

College Gent: Bachelor Computer Science and Programming
Post graduate: EHSAL Handelsingenieur / Business Administrator 

Certificates / Training

ITIL foundation v3 Certified
PRINCE2 Certified

· Outlook 2010 + Windows7
· Lotus Notes 5 + Lotus Notes 6 + Lotus Notes 8: Server & Client

· Office 2007 + 2010
· HP ServiceCenter / Clarify
· Citrix neighbourhood

· GEF – Global Execution Framework

· G3 IT Project Portfolio Management
Experience

	Last companies
	Position
	Duration

	IBIS Management USA
	· Business Analyst 

· Problem & Change Management

	August 2011 – July 2012

	INFRABEL
	· Project Manager Internet Explorer 8

· Project Manager SharePoint 2010

· Project Manager Outlook 2010


	April 2011 – August 2011

January 2011 – August 2011 

December  2010 – April 2011 



	Eandis
	· Change Manager

· Problem Manager

· Capacity Manager


	January 2010 – October 2010 

January 2010 – October 2010

October 2009 – January 2010 



	Becton & Dickinson
	· Service Support Teamleader 

· Service Delivery Manager 


	April 2009 – September 2009

	Coca-Cola Company
	· Problem Manager

· Service Delivery Manager 


	August 2006 – March 2009

August 2007 – March 2009


IBIS MANAGEMENT USA: August 2011 => July 2012 

Business Analyst - Problem Management 
Job Responsibilities
Collecting and analyzing data to use the data to perfect their business practices and models, 
Specific market tools for market surveys, trend analyses, SPSS, databases, SWIFT, ...
The course was very intense to become a trained professional to perform the analysis, running various mathematical calculations to determine how the data samples might best be applied to profit the business, along with risk evaluation calculations and trend analyses . 
Communication and reporting were done daily. 

IT/Technical Business Analysis
The interpretation of business rules and requirements for technical systems (generally IT)
=> Audit: detailed analyses of the business and their specific processes and procedures
=> Problem Reporting & Solving: identifying gaps in the processes, and specifying corrective actions needed
=> Change Management: implement new environment with corrective actions
=> Post Mortem Reporting: monitoring and follow up

INFRABEL : December 2010 => July 2011 

Project Management - Change Management

Business Unit Project Coordinator:
Organised, planned and coordinated rollouts of different projects with the goal to minimize business impact on operations and the environment. 
I was also responsible for the training and coaching (workshops / demos) of the senior or key users within Infrabel, and I was the SPOC for all related project issues.
Part of my responsibilities were to coordinate and guide the business into new environments.
Communication to stakeholders, both to management and on operational level, were very important in an organization such as Infrabel.
Analysing the business needs and its processes (inventory) before implementation, with proper guidance and governance plan, along with QRCs (Quick Reference Cards) and manual(s) of the new environment, were presented for the GO/NOGO in business cases.
Hands-on interventions after implementation were provided, as well as Incident and Problem Management post mortem.

Projects: Planning and Coordination for

- Outlook 2010 Migration from Teamware (mailingtool Infrabel): 12000 mailboxes, training, coaching, support, reporting, ..


- SharePoint 2010 study: detailed analyses of the business and their specific processes and procedures. (business case, budget forecasting, governance plan, training, coaching, support, roadmap Infrabel, ..)
Received a GO to implement SharePoint 2010 within the organisation of Infrabel.
Long term decision (cost/benefit). Duration Roadmap: 2-5 years
= Project MARIN (MAnagement Reglementering INfrabel) = Official document batch migration

- Internet Explorer 8 (+10000 users, training, coaching, support, reporting, ..)

EANDIS : October 2009 => October 2010 

Change and Problem Management - Capacity Management

Change Management (January 2010 => September 2010) 
Raising and recording of changes, assessing the impact, cost, benefit and risk of proposed changes, developing business justification and obtaining approval, managing and co-ordinating change implementation, monitoring and reporting on implementation, reviewing and closing change requests.
(authorisation / assessment / planning / approval / implementation / closure)
· Filtering changes
· Managing changes and the change process

· Chairing the CAB and the CAB/Emergency committee

· Reviewing and closing of Requests for Change (RFCs)
· Management reporting and providing management information

Problem Management (January 2010 => September 2010)  
responsible for managing the lifecycle of all problems. 
The primary objectives were to prevent problems and resulting incidents from happening, to eliminate recurring incidents and to minimize the impact of incidents that cannot be prevented.

Responsible to diagnose the root cause of incidents and to determine the resolution to those problems. 
Also for ensuring that the resolution is implemented through the appropriate control procedures, especially Change Management and Incident Management.
Follow up and maintain information about problems and the appropriate workarounds and resolutions, so that the organization is able to reduce the number and impact of incidents over time.  

When incidents are resolved, information about the resolution is recorded. 
Over time, this information is used to speed up the resolution time and identify permanent solutions, reducing the number and resolution time of incidents. 
This results in less downtime and less disruption to business critical systems.

Capacity Management (October 2009 => January 2010)  
manage IT and the primary goal is to ensure that IT capacity meets current and future business requirements in a cost-effective manner.

My activities were intended to optimize performance and efficiency, and to plan for and justify financial investments. Capacity management is concerned with:

· Monitoring the performance and throughput or load on a server: 
CPU / Memory / Storage / Ports and Switches / ..

· Performance analysis of measurement data, including analysis of the impact of new releases on capacity:
Monitoring systems in Validation and Development environment.

· Performance tuning of activities to ensure the most efficient use of existing infrastructure:
Over –and Under-allocated system finetuning + proposing new design models.

· Understanding the demands on the Service and future plans for workload growth (or shrinkage):
Trend-analyses: spikes and peaks + corrective actions

· Capacity planning – developing a plan for the Service:
Following an escalation on Storage, a plan was approved, along with its design and procedure implementation (workflow) -> Project Plan Oct15-Jan19th

Becton and Dickinson: April 2009 => September 2009  

Service Support Team Leader - Service Delivery Management
Single Point Of Contact (SPOC) for the Benelux and GSA (Germany, Switzerland, Austria) support model.

Teamleader of 15 service support analysts on site, covering +1500 workstations.

I was accountable for achieving SLAs in region Central. I reported directly to the IT General Manager Mark Biddle and Service Delivery Manager Kenneth De Feyter. The job included frequent travel to GSA and Benelux.

In this role I was responsible for the day to day operations of the service delivery environment, including reporting, incident management, problem management and escalations.
I was responsible for several projects in the field of business continuity and infrastructure improvements throughout CENTRAL (planning and implementation), such as Lotus Notes 8 enrollment, Guardian Edge laptop encryption, AS400, workstation refresh, server decommissioning, CISCO VPN Connection, Remote Access, Password Manager, ..

Was responsible for implementing several processes:

* Leadership: 

Manage team performance, development & process flow to achieve set Key Performance Indicators or Individual Impact Goals

- quarterly performance reviews based on local objectives, feedback from end users, IIG's and development plan 
--> Ongoing Coaching

* Increase SLA and Minimize Escalations + Minimal Operational Downtime for associates: 

- coordinate work processes & information to ensure the timely resolvement of incident or information communication to end users

- monitor a portfolio of customer complaints and claims in order to resolve issues to our customer's satisfaction while minimizing the escalation level to upper management 

- interact with the Business Units and functional areas to insure that the customer's claims are processed within the guidelines

         - conduct and document performance reviews, drive and ensure operational effectiveness 

* Project Management: coordination, determine priorities, plan resources, monitor the service delivered in the sub-region

* Identify and lead continues improvements in the IT service support domain in the sub-region using defined BD process

         ° Continues improvement focus: 

                - documentation 

  (updates of support documentation + post mortem reports made available to relevant BD IT staff in line with required service needs from the business)

                - improve problem and incident management processes in collaboration with IT SDM
The Coca-Cola Company: August 2006 => March 2009
Problem Management - Service Delivery Management

I was responsible for several projects in the field of business continuity and infrastructure improvements throughout EUR. Additionally I was accountable for achieving SLAs in EUR.  In this role I reported directly to the global EUG IT Manager and compliance director. The job included frequent travel.
In this role I was responsible for the day to day operations of the service delivery environment, including reporting, incident management, problem management and escalation.
I was head of the technical department, where my main roles where to manage internal IT staff, interface with the customers on technical options, improve our delivery model and manage a team of developers. 


Some example achievements/major projects:


Supervisor of backoffice teams Europe.

Escalations, problems, outages / SLA Monitoring / Woking closely with the Client Service Managers of each country / Conference Calls / ..
TEAMLEAD Problem Management Coca Cola Europe.

Siemens Belgium: SIS = Siemens IT Solutions and Services.

SDC = Service Delivery 

PMC = Problem Manager 

+ Backup Change Manager 

+ Backup Service Delivery Manager SIS account
Delivery Manager NORDICS
Project Manager: End of Contract: transitioning to Manila (Philippines)

Under my lead, a team of engineers created recovery documentation for all business critical applications and infrastructure components. These documents are now stored on an off-shore database available even during a disaster. A process was created to update and maintain these documents.

BASF Antwerp : January 2006 => July 2006 

Incident Management - System Administrator
In this role I was responsible for the day to day operations of the service delivery environment, including reporting, incident management, problem management and escalation. 
System Administrator + General helpdesk

First line and Second line support.

Implementing and migration from Lotus Notes 5 ( Lotus Notes 6: server and clients.

(Second corporation with Pixelixir under supervision)

Vanguard Investments Europe: June 2005  => December 2005
Incident Management - System Administrator

System Administrator + general helpdesk.

Security and Firewall manager
Implementing and migration from Lotus Notes 5 ( Lotus Notes 6: server and clients (Pixelixir)
(~30 desktops + ~10 laptops)

Fortis Investments: May 2005  

DHCP Management
DHCP Server installation:

IP-reservations Worldwide including UK, USA, Belgium, France, The Netherlands, Luxemburg, Japan, ..

WISE Solutions : January 2005 => March 2005
Desk Side Support
Implementing and scripting of desktops with several people. (~1000 desktops)

CCS Zellik: December 2004
Desk Side Support
Software Support:

Answering incoming calls of questions/complaints concerning their explicit Accountancy software Environment: Windows2000, XP + Linux

(80% French / 20% Dutch)
GDS Group Dilbeek: February 2004 => June 2004
Project Manager + Webdesign Programming
Project: Programming an E-commerce module using PHP/Mysql.

Leading assignment: Functional + Technical Analyses aswel as research.

Module contents: 

Website + Website layout + Catalogue + Online payment using Ogone Payment Server +

Admin section: adding, deleting and modifying products in catalogue. 

Software Skills / Knowledge (addendum to certificates and training)
IT Hardware knowledge:  - motherboards, processors, memory, BIOS, display, graphic cards,  IO-Systemen, networking, appliances,  installation and configuration of all kinds of hardware, aswel as (re)building computer systems and networks. - Good knowledge of the SOHO-market - Good knowledge of routers, switches, firewalls.

IT Software Knowledge: - Dos 6.22  - Windows 95/98/ME/NT/2000/XP/2003/VISTA - Linux / HP-UX - Microsoft Office suite 97/98/2000/XP/2003/2007 - Novell  - Anti-virus software – Mcafee, Norton, Trend, .. - Firewall software – Mcafee, Norton, Kerio Winroute, … - Backup & recovery Incremental Backups - E-mail – Exchange svr/client - Internet tools & services – http, ftp, news, … - Client connection/ODBC/SQL - Dreamweaver - PHP MyAdmin / SQL - PhotoShop - Trend Micro - Webpublisher – Frontpage - Lotus Notes 5 – 6 - Lotus Notes 8 - MS Project Office Assistancy - MS Project - VISIO  - Design cold/warm/hot failover solutions for large enterprises. Process management

General Knowledge : - ADSL installations on stand-alone computers + networks - Several modems & routers

- DECT – telephones - Wireless networks - Priority management - Migration training Windows NT/2000

- Hardware training  - On-site support through telephone - Ticketing system: Clarify – Citrix – HP ServiceCenter
- Several helpdesktools
Project management tools: Mindmapper, MS project, Suretrak from primavera

Office applications: All mainstream  MS products (office 2008, visio, project, ppt, etc…) , Lotus Notes

People skills: teamplayer, experience managing medium-sized teams (10-50), SPOC for customers and strong communication and negotiation skills with both engineers and business alike.  Strong persuasive personality with a result driven approach. Ability to think out of the box. 

Motivation

I’m constantly looking to extend my horizon and broaden my experience. 
I am not likely to turn down any challenge, as impossible is definitely not in my dictionary. 
After working in a global environment on challenging projects for several years, 
I believe to have an added value in my field, and I am looking forward for a new exciting opportunity, preferably in an international role.
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