Marco Guillermo Vega Molina

United States / Costa Rica Citizen

IT PROFESSIONAL

QUALIFICATIONS SUMMARY
Over 20 years of experience in IT in various roles, Technician, Network Designer, Management and Consulting. Over 6 years of experience in IT management. Extensive IT Consulting experience crossing a variety of companies in services, food and commercial industries. Planning and facilitation of working sessions within customer organizations for effective ERP implementation. Coordination of global teams within various business units to drive IT Service Desk Incident and Problem Management. Cultivating relationships with vendors, business stakeholders, partners, customers and clients. Supported Marketing and Business Development activities and the establishment of business relations with new clients. Internal/External speaking engagements. Experience in adult education and College teacher. Certified ITIL Foundations trainer. Fully bilingual English/Spanish. Bachelor in Business Management, Major in Human Resources.

PROFESSIONAL EXPERIENCE

Intel Corporation, Costa Rica (2006 – Present)
Application Service Desk Manager

In charge of the Requisition to Settle Service Desk team for the Applications Service Desk. The R2S group covers the First Level Support for Accounts Payable, Purchasing Service Desk, Supplier Presence Site, Web Suite Tools and ePurchasing, My Contingent Workers Tools, Warehouse and Inventory Systems and Mainframe Batch Monitoring. Responsible for SLA negotiation and maintenance for:  Accounts Payable and Purchasing Service Desk business. Responsible for incident management, vendors, business stakeholders and customer management.
Key Achievements:

· Drove the completion of the transition of the Requisition to Settle team from US to Costa Rica.  Due to business changes, the transition was accelerated by 6 months.  However, he successfully completed the transition of the business inside the deadline with minimal customer impact. Contributions in this area were critical to ensuring that the organization met financial targets and maintained a high level of customer support for the business environment

· Transition high volume business in CR R2S support to Contingent Workers. He monitored, interpreted and communicated relevant indicators, trends and issues to the Vendor. He worked to influence the vendor to adjust their selection process to address high impact issues as poor language, communication and computer skills.  His recommendations and follow up with the vendor helped to resolve the issues and resulted in a reduction of CW attrition from 50% to 5% during Q2 2007
· Marco influenced the Global Indirect Procurement group to pilot and implement a new support model in the Purchasing Service Desk. Due to Marco’s accomplishments in this area, the support for Global Indirect Procurement showed an increase in resolution rate of 20% and a reduction in through-put-time from >120 hours to <30 hours.  The partnership with GIP on the PSD is viewed as a role model across the organization.
United Nations Organization, Democratic Republic of Congo (2005 – 2006)
Officer in Charge Information Technology Unit
In charge of the Information Technology Unit in the Sector 1 Headquarter (Mbandaka, Equateur Province) for the Mission of the United Nations Organization in the Democratic Republic of Congo, MONUC. Duties include Incident and Problem management. ITU Warehouse management. Server Cluster Administration and Maintenance. Server, Network and PC equipment support and repair, information systems setup and support. Personnel management and end user support.

Key Achievements:
· Selected as head of ITU for Sector 1 on Sector 1 Field Administrative Officer’s recommendation

· Improved response time to reported incidents from several days to less than 24 hours. Archive high satisfaction rate with the service provide by the unit. Propose and started network and equipment improvement program, replacing old and obsolete equipments

· ITU Service improvement had positive impact and was appreciated by MONUC colleges. He was able to develop teamwork with other MONUC section’s demonstrating the skill to adapt to different organization contexts. His work supported and was important the implementation of the MONUC’s mandate in Mbandaka, Lisala and Gbadolite areas

Intertec Consulting LLC, Heredia, Costa Rica (2003 – 2005)
Site Manager. Business Development.

Responsible for the Global Production Support Call Center at Intel’s Costa Rica Site. Incident management and personnel management. Support of recruiting and hiring of IT specialist for Intel’s Costa Rica Site projects, and for other Costa Rica and US business. Support to the Sales area for Costa Rica Business. Business Development Executive for the Latin America Region. Responsible for the Setup and of the Costa Rica office.

Key Achievements:
· Supported the transition of the WebSuite/Supplier Presence Site Service Desk support from Folsom to Costa Rica as Team Lead of the new team in Costa Rica. Transition was completed on time, with no impact to customer service. At the end of his company’s contract he drove the transition of the same Service Desk to Penang, Malaysia with minimal customer impact. Contributions in this area were critical to ensuring that the organization met organizational targets.

· Supported the establishment and consolidation of Intertec Consulting as a prime Vendor for prime talent in Costa Rica, providing successfully to multi-nationals like Intel and IBM. Many of the resources provided were converted to direct employees by customer companies.

Alpha Lyra Equipos y Asesorias, Alajuela, Costa Rica (2000 – 2003)

General Manager/Partner

IT Consulting Company specialized in PC hardware sales, setup and maintenance. Planning and facilitation for effective ERP implementations.

United Parcel Service (UPS), San Jose, Costa Rica (1999)

IT Manager

In charge of the development, support and maintenance of voice and data information systems. Troubleshoot, diagnose and repair computer, telephony and office equipment. In charge of training activities of IT area.

EDUCATION
Monterrey Autonomous University. San José, Costa Rica.




2000

Bachelor in Business Management. Major in Human Resources.

Certifications

CAPICS, San Jose, Costa Rica







2008

Certified Supply Chain Management Professional.

Supply Chain Management Fundamentals. Building Competitive Operations

Planning and Logistics.

Price Waterhouse Coopers, San Jose, Costa Rica





2007

ITIL Foundations.

Foundation Certificate in IT – Service Management
Brainbench. Sterling, Virginia.








2000

Computer Technician, Windows 95 Administrator Certifications.

To state hardware diagnostics and repair expertise and multi-user environment operating system management.

Courses & Workshops

Intel Corporation, San Jose, Costa Rica






2007

IT CMMI PP & PMC Workshop.

United Nations Mission. Kinshasa, DRC.






2005

Fundamentals of Lotus Domino Administration.

Partners in Change. San José, Costa Rica.






2003

Customer Service Quality Workshop.

To focus on the tools and techniques used to focus a working team on delivering quality service to the customers.
