MARIANA JULIETTE
(248) 701-4135
PROFESSIONAL SUMMARY
· 20+ years of experience within Information Systems and Internet Marketing including roles, such as: Digital Marketing Director, Project/Program Manager with Waterfall, Agile, Scrum and Kanban experience. CRM – Customer Relationship Manager, Incident and Change Manager, Procurement and Asset Management, Business Analyst and Infrastructure / Architecture Team Leader with proven track record of customer’s satisfaction.
· Experience in prioritizing, integrating, configuring and maintaining systems for cost effective operations for clients in automotive, aviation, manufacturing, medical and service industries.
· Proven leadership skill and extensive experience in building and leading global teams producing successful project implementations and deployment.
· Pioneered marketing strategies that have been utilized by fortune 500 companies to expand sales and evolve brand reputation.  
· Designed and implemented new software that boosted productivity of a client’s business and resulted in increase of generated sales by 25% to 11million dollars in sales. 
· Managed complex transition, cloud migration, knowledge transfer and organizational change and incident management.
· Articulate communicator with an outstanding ability to manage and motivate teams of geographically dispersed resources – North America, Europe and LAAP. 
· Strategic Planning, Software Pricing and Procurement, Contract Negotiation, Systems Integration and Migration, Prototyping, Vendor Selection and Vendor Management, Data collection and Asset management.
· Managed entire System Development Life Cycle for application projects encompassing mainframe, databases, infrastructure and client server to web system.  
· Experience managing large scale configuration, asset management implementations and ITIL best practice using enterprise level ticketing systems (Service Center, EARS Remedy), Monitoring and Incident Management processes and systems / Agile JIRA
· Skilled in advanced planning, scheduling, documenting and developing specifications for meeting customer’s requirements. 
· Experienced in budgeting, forecasting, portfolio planning, data collection, comparison and analysis, pricing and training.
PROFESSIONAL EXPERIENCE
Digital Project Manager, MJI Solutions







       11/2015 – present   
Main services and responsibilities – development, set up, implementation and teaching
· Business Development and Technology solutions implementation.
· Relationship Management by defining requirements, developing road map for execution, steering technical design, prioritizing the workload and leveraging the abilities of global delivery resources accordingly in planning, testing and implementation. 
· Digital Marketing, Branding, SEO, Direct Marketing trough offline and online campaigns, Marketing Strategy and Market Research, web development, implementation and migration. Creating and managing automated follow up systems and campaigns for customer acquisition and engagement. 
· Responsible for security upgrades, patching and monitoring. Software defining and purchasing. Maintaining licensing, legal requirements and standards. Responsible for vendor selection, RFI, RFQ, RFPs creation, contract reviews and negotiation.
· Applying Change, Risk and Resource management.                                                                                                                                                                  
· Sourcing and managing global teams based on project scopes and timeline.
· CRM – As a Customer Relationship Manager I perform daily research to gather the views and opinions of customers, business partners and stakeholders with regard to the services provided. We review and identify pain points, gap analysis, and requirements to assist in prioritizing work of all teams involved. Utilizing tools such as MS Project, Asana, Jira, Confluence, and the MS suite. Scrum master experience.
· Project Management experience with various methodologies including Waterfall, Kanban, Scrum and Lean Software Development. Planned and implemented multi-year and interdepartmental projects by setting milestone dates and continuously monitoring timeline.  Implemented other projects by facilitating Sprint Planning, running the daily Scrum, and backlog grooming.
Incident and Change Manager, CapGemini Ernst & Young – eGM Operations


        2/2007 – 11/2015
•
Assisting  GM application sustain and development pursuit  of Capgemini for over $100M of new GM business total contract value which lead Capgemini into the position of General Motor’s #1 ADS supplier. 
• 
eGM Operations Incident and Change Manager responsible for GM IT infrastructure management processes in a complex multi-platform global environment utilizing a combination of internal and outsourced delivery partners. Processes include requests (OSR), incident, problem, change, release, asset and configuration management. 
•
Incident and Problem Management. Managed the process for Incident/Problem/Change Management/resolution for one of the world’s largest automotive company for their B2C/B2B Web applications 24/7 Operation. Responsible for management of all incidents, tickets and corrective actions for GM GSSM (General Motors Global Sales Service and Marketing) for a portfolio of over 100 B2C and B2B applications (mainframe/web/client-server used within North America and globally) using 300 on-site and offshore resources for the GM account in multi-supplier engagement model. Conducting SWAT calls and coordinating with technical teams and technology vendors in resolving the Incident while reporting to management. Responsible for performing ticket closure activities (ensuring the Incident ticket is placed in a Status of Resolved or Closed at first eligibility and performs a QA of the ticket prior to closing to ensure conformance to the Standards of Use policy. Run After Action reviews (AAR) for Crisis Management and corrective action procedures. Drives in the "Daily Incident Review meeting” of significant incidents from the previous day and assists the Problem Management function in identifying incidents and technical resources for initiating a corrective action.                                                                                                                                   
•
IT Service Management (ITSM), Process Development and Service Delivery/Vendor Management, Business Process Outsourcing and Transition/Transformation Management. Managing client relationships to ensure a high level of satisfaction with the delivery of Capgemini’s application services (AS) using i3 (Intimacy, Industrialization and Innovation) program and ensuring the technical solutions are meeting the contract specifications within associated service level agreements (SLA) at a desired profitability. Optimized delivery of resources using the offshore delivery model and maintaining 20/80 onshore/offshore ratio in a multi-time zone with a multi-cultural support teams located across several cities in Southfield, Oshawa, Mexico City, Mumbai, Bangalore and Chennai in a 7x24x365 environment.
Web Infrastructure Team Leader, EDS (HP company) – eGM Operations GSSM B2C and B2B

3/2006 – 2/2007
•
Team/Tech Lead for GM Global Sales Service and Marketing (GSSM) B2C Infrastructure Support Team (32 Webmasters and 11 Infrastructure Architects located around the United States, India, New Zealand and the UK.)
Global Sales, Service, and Marketing (GSSM) Information Technology department of General Motors is responsible for the IT development and support of several consumer and dealer/retailer oriented technical disciplines including consumer web sites, digital marketing, CRM – customer relationship management and single point of escalation for incident management.
Call Center Management, Retailer/Dealer systems, parts management/warehouse management systems, vehicle warranty/quality system, and vehicle technical service systems.                                                                                          
•
Managing account transition of Infrastructure and Architecture environments from HP/EDS to IBM (Middleware support) and Capgemini (Applications support). Knowledge Transfer: Arranged and participated in coaching, mentoring or knowledge management exercises performed by the HP middleware teams and IBM teams.
•
Review, approve and sign proposed project SOWs for proper scope and timing, then provide feedback to client (General Motors) and internal (EDS) executives.
•
Provide technical infrastructure leadership for the Web Hosting environment and Applications. Approve and sign Statement of Work. Lead Application, Data and Infrastructure reviews.
•
Primary point of contact for the customer for problem escalation. Manage and coordinate changes to the on-call schedule for 24/7 infrastructure support. Participate in process governance committees for Problem Management, Crisis Management, and Knowledge Management.
•
Recourse management, workload management, assessment of client requests, day-to-day client interaction.
Interactive Project /Engagement Manager, Organic Inc.





1/2004 – 9/2005
Project Manager for all of Chrysler online marketing and advertising responsible for building and maintaining the Chrysler, Jeep and Dodge brand websites and online campaigns supporting 53 countries in 15 languages
•
Leadership, team building and team management of development and deployment teams – Creative, Engineering, Architecture and QA teams. Ensured all digital assets were approved via stakeholders, QA and Legal prior to launch.
•
Responsible for all International client’s requests. Reporting to VP of Marketing at Chrysler
•
Environment: Managing web technology experts and database experts working with DB2, Oracle, and MS SQL server, ecommerce architectures and transactional web platforms (IBM WebSphere),  Network architects for implementing and managing VPNs, design experts in Flash, Adobe Photoshop, HTML, DHTML, JSP, MS Office, MS Project 
Sales and Marketing Manager, Leggett and Platt Automotive




9/2002 – 1/2004
•
Managed and tracked marketing operations and sales performances across the USA, Mexico, Canada, Asia and Europe including tracking orders, providing forecasting and budget planning for automotive supplier, Fortune 500 Company. 
•
Increased productivity 75% by automating purchase requests from Pier 1 and Pier 2 suppliers and automating the reporting system and developed new information database while joining previously isolated databases (PTS, BPCS and Logistics Database) from Sales, Engineering and Logistics divisions with the financing data to allow better marketing and forecasting management.
•
Reported to Vice President of Sales and Marketing Worldwide and CEO. Main customers were GM, Chrysler, Ford, Nissan, Toyota, VW, BMW, Tier 1 and Tier 2 companies.
Project Manager - Web Development, 10io Consulting





5/1999 – 9/2002
Software Development Life Cycle (SDLC) Project Management Conducting end to end project management of multiple projects.





Project Manager - Design and Systems Administration, Visio 




1/1991 – 5/1999
EDUCATION
Master of Science in Engineering from Technology University
Computer Networks - St. Clair College, Windsor, ON, Canada
PMP (Project Management) and ITIL Training, Detroit, MI USA                                                                                                                                              
Foreign Languages: Bulgarian, Russian, Macedonian, Serbian – Fluent    Italian, German – Beginner
