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	Overview

	
	

	… is project leader for infratsructure projects
· Infrastructure rollouts, migrations, merges and moves
· Expertise in VoIP/VOD, LAN/WAN, telecommunication, server
· Requests for proposals and contractor and supplier controlling
· Project management, stakeholder management, budget controlling
… is project leader for software development projects
· Applications for CRM, customer service and address management

· Expertise in requirements analysis, concepts, design and architecture
· Java/J2EE, Web2.0, TomCat, Windos/Linux, Oracle/SQL, SOA/MQ Series
· Head of test, quality assurance, load and performance testing
… is senior consulter for contact centers and ITIL service desks
· Midrange and large projects for banks, service providers and telcos

· Definition, reengineering and implementation of business processes
· ITIL service support (incident, problem, change) and ITIL service delivery

· Technical expertise in ACD, CTI, IVR/voice portal, UMS, Dialer
… is designer for CRM
· Design, architecture and development of CRM solutions
· Expert in core data, addresses, geo data, campaigns, performance
· Own product offering „CRM Backend for Websites“

	
	

	Customer reference list

	
	

	Bahn / DB-Systel, Deutsche Bank, T-Com, Arcor, o2 (Germany), BMW, Bankgesellschaft Berlin, Deutsche Postbank, Postbank Systems, Sparkassen-Informatik and more.


	
	

	Projects and Skills

	
	

	05.2000 – today
	Development of database applications with web interfaces for LOMOSIK Commercial Service Provider GmbH,
· Customer, contact and relationship management (CRM)
· Workstreams, actions and Wiedervorlagensteuerung
· Contracts and items management for service provider
· Multimedia campaign and list management
· User restrictions, rolles, security and integrity
· Data stocks for geo data, phone data logic and more.
· MS-SQL 2000/2005, 300 tables, 500 stored procedures

	
	

	04.2008 – 09.2008
	Telecommunication Specialist for a leading german logistics company,

· Validation of an end to end concept for value added services
· in a request for proposal for VoIP for 120.000 agents clustered in 3.500 PBXs
· Smaller requests for proposals for contact center infrastructure
· Evaluation of voice recognition at a WICOM system

	
	

	05.2008 – 08.2008
	Project management for RfP request for proposal of a managed service provider for a contact center EMEA for a leading german multichannel bank,

· Migration from TDM to IPT (VoIP) for 4.000 agents
· Consolidating in centralized data centers
· Ordering, validation and approval of an inventory, a blue print and a migration planning by a certain vendor
· Components from Avaya, NICE, Cybertech, Nuance
· Coordination of the request design, 6 members in core team

· Coordination of requestors obligations
· Communication with lawyers and sourcers
· Heading the project steering committies

	
	

	02.2008 – 03.2008
	Performance analysis for a german telecommunication company,
· Individual CRM software, 1.700 concurrent agents
· Analysis of LAN/WAN/Metro traffic, load balancer

· Analysis of clients, Citrix Metaframe, TomCat

· Analysis of actions/web services (statistics & code)

· Analysis of backends Oracle, MQWF, Selectica
· Runtime analysis with Compuware Optimizer

	
	

	02.2007 – 12.2007
	Project management at rebuild of a public directory service (118..) for a german telecommunication company,

· 1st project: Creation of a new database software and system so store an modify directory data

· 2nd project: Creation of a new retrieval software and contact center infrastructure for 1.700 agents (concur.)

· Development of project structures and organization

· Risk management

· Timeline and budget control with own project office

· 1st: 60 mio. data records, 35 mio. EUR budget, 80 members core team (incl. contractors)
· 2st: 18 mio. calls per month at 9 locations, 25 mio. EUR budget, 50 members core team (incl. Contractos)

	
	

	04.2005 – 12.2006
	Advisory and project management in imlementation of a virtual contact center plattform with a complex IVR for for a german telecommunication company,

· Deputy project manager (1st year), afterwards head of development

· Create functional requirements document

· Prepare decision process for contractor and vendor
(Interactive Intelligence Inc., Customer Interaction Center)

· Delivery manager for multiple internal customers

· Moderation the design phase and final proof of delivered specifications

· Coaching of test phase, final proof and rollout 

· Contractor and supplier controlling
· 1,5 mio. calls per month, 4 mio. EUR budget, 850 internal and external agents (5 service providers at 10 locations)
· 15 members core team, 35 members extended project team

	
	

	10.2004 – 02.2005
	ITIL Release management at rollout and migration of infrastructure components in decentralized call centers for a german telecommunication company,

· Interface between development projects and internal and external departments
· Operational management of infrastructure and service requirements
· Manageing all technical content and issues during development phases until rollout
· Point of escalation
· 2,0 Mio. calls per month, 0,8 Mio. EUR budget, 600 agents
· 10 members core team, 20 members extended project team

	
	

	07.2004
	Advisory and coaching in realization of a SAP HR help desk for leading german automotive manufacturer,
· Rating of functional requirements
· Rating of technical infrastructure (Remedy ARS, Aspect)
· Quality assurance of conceptual documents
· Coordination of internal and external service providers

	
	

	05.2002 – 12.2003
	Advisory and project management in decision of a trouble ticketing system and task force management of a late database project for a leading german multichannel bank,
· Analyze current systems
· Trouble shooting management of critical development projects
· Create functional and technical requirements document (Peregrine Service Center)
· Rescue of software investments
· 8.000 tickets per month, 0,75 mio. EUR budget
· 6 members core team, 15 members at service desk

	
	

	10.2002 – 12.2002
	Proof of concept for IVR integration and system architecture for contact centre for a leading Berlin bank,

· Architecture of CTI components and interfaces (Genesys)
· Architecture of IVR integration current systems (DirectTalk)
· Proof of concept digital interfaces (Hicom, HiPath)
· 0,8 Mio. calls per month, 1,5 Mio. EUR budget, 150 agents
· 10 members core team, 25 members extended project team

	
	

	09.1999 – 04.2002
	Advisory and project management of a decision process and realization of a computer telephony solution for a leading german multichannel bank,
· Create functional requirements documents

· Prepare decision process for contractor and vendor
(Genesys)

· Inbound, eMail, Outbound Campaigns, Internet

· Moderation the design phases and final proof of delivered specifications

· Coaching of test phase, final proof and rollout 

· Contractor and supplier controlling
· 5,0 mio. calls per month, 2,5 Mio. EUR budget, 1.200 agents
· 15 members core team, 30 members extended project team

	
	

	01.1999 – 08.1999
	Advisory in optimizing an internal helpdesk for a leading banking data center,

· Create catalogue of services

· Create position groups for products and servcies

· Define service level agreements (SLA) and operation level agreements (OLA)

· Contractor and supplier controlling

	
	

	01.1998 – 12.1998
	ITIL Advisory and support in designing and optimizing a de-centralized IT helpdesk for a joined venture of two leading banking data centers and a main bank,

· Create department structure and processes

· Decide ACD, CTI, IVR (Genesys Inbound Suite)

· Decide CRM application, e-mail and fax and web interfaces (Remedy ARS)

· Decide contractors

· Manage design phase

· Coaching of test phase, final proof and rollout 

· Contractor and supplier controlling
· 9.000 tickets per month, 1,2 Mio. EUR budget
· 5 members core team, 15 members extended project team

	
	

	04.1997 – 12.1997
	Advisory and support in designing and building up a Service-Call-Centre for a new telecommunication company, 

· Create functional requirements document

· Decide PBX, ACD, CTI, VRU (Hicom, Aspect, Syntellect)

· Contract design secured by service level agreements

· Moderation of software architecture workshops (german/english)

· Review and quality assurance of specification documents

· Coaching of test phase, final proof and rollout

· Coaching of the project manager

· Contractor and supplier controlling
· 1,5 mio. calls per month, 10 Mio. EUR budget, 700 agents
· 10 members core team, 25 members extended project team

	
	

	06.1995 – 03.1997
	Management and reorganization of the department ‘Technical User Service‘ ITIL of a leading banking data center,
· Create catalogue of services 

· Create department structure and processes

· Realibility for 40 employees

· Decide PBX, ACD, CRM application (Aspect, Utopia)

· Design technical interfaces to Netview/6000 and self service terminals

· Create management report system

· Create knowledge database

· Certification by ISO 9000
· 6.000 tickets per month, 1,5 mio. EUR budget
· 6 members core team, 40 employees

	
	

	08.1993 – 05.1994
	Group management with responsibility for the operative project management and the on site operation of the user-service-centre of a leading german bank as an employee of a full service provider,
· Create department structure and processes

· Realibility for 15 employees

· Design and prototyping of a CRM application

· Knowledge engineering and create a knowledge database

· Recruiting

· Decide ACD (Nortel)

· SMS pilot project
· 6.000 tickets per month, 0,8 mio. EUR budget
· 10 members core team, 15 members at service desk


	Methodology Skills

	
	

	PMP, IPMA
	Autodidakt seit 2007

	Prince
	Autodidakt, gelegentliche Lektüre

	Six Sigma
	Autodidakt, gelegentliche Lektüre

	Balanced Score Card
	Autodidakt, gelegentliche Anwendung in Projekten

	ITIL
	Autodidakt, 1994 bis 1998 ITIL-konformes Problem- und Changemanagement in Projekten

	CMMI
	Autodidakt, partiell angewendet in 2003/2004

	ISO 9000
	Grundausbildung und Erhaltungsaudit mit reorganisiertem Helpdesk in 1996

	SPICE
	Autodidakt, gelegentliche Lektüre

	V-Modell
	Autodidakt, gelegentliche Lektüre

	OOA/OOD
	Autodidakt, partiell angewendet bei Programmierung in 2003/2004 und GU-Steuerung 2007

	UML
	Autodidakt, gelegentliche Anwendung in Projekten

	SOA
	Autodidakt während Projekten in SOA-Umgebungen 2000-2002 und 2005-2007

	
	

	Technical Expertise

	
	

	PBX
	Siemens Hicom, HiQ, HiPath, Nortel Meridian, Ericsson MD, 

Avaya, Lucent Definity

	ACD, CTI
	Aspect, Genesys, Interactive Intelligence

	IVR
	Bea Voice Portal, DirectTalk, Crealog, SemanticEdge, Nuance, ScanSoft, SpeechWorks, Rhetorical

	UMS
	Interactive Intelligence, Cycos

	VoIP
	SIP, HMP, MPLS, QoS, Cisco

	CRM
	komplexe Telco- und Banken-Systeme

	Ticket
	Peregrine Service-Center PSC, Remedy Action Request System ARS, Applix, IBM Info/Man

	Event
	Netview, Tivoli, SNMP

	Mail
	MS-Exchange, Lotus Notes

	Web
	MS-IIS, Apache, WebTrends, Dreamweaver und Homesite

	Billing
	LHCS, NAZCA ISP-Billing

	Datenbanken
	Oracle, MS-SQL, MS-Access, Lotus Notes, 

Crystal Reports, Business Objects

	Verzeichnisdienste
	Microsoft Active Directories, LDAP

	Firewalls
	CheckPoint FW-1 und VPN-1, Microsoft ISA Server

	Test
	SQS-Test

	Betriebssysteme
	Windows 2000/95/98/NT, Unix (Solaris), Novell, OS/2

	Programmierung
	Java, ASP, JavaScript, SQL

	Sonstige Software
	ARIS, MS-Project, Primavera

	
	


	Curriculum Vitae

	
	

	Born
	1967

	
	

	Residence
	Wiesbaden near Frankfurt (Airport)

	
	

	2000/today
	Founder and Managing Director of LOMOSIK Commercial Service Provider GmbH, Wiesbaden

	
	

	1997/1999
	Working as a freelancer

· Consulting for Call Centers and Help Desks

	
	

	1995/1996
	Management and reorganization of the department ‘Technical User Service‘ of the FIDUCIA Information Centre AG, Karlsruhe.

	
	

	1995
	Group management (CompuNet) with responsibility for the operative project management and the on site operation of the user-service-centre of the Dresdner Bank AG (stock corporation).

	
	

	1994
	Planning and realization of PC networks at CompuNet, Frankfurt/Main

Responsibility for the internal network operation. 

Responsible assitance in the internal service control centre.

	
	

	1990-1992
	Working as a freelancer:

· Initiation of commercial businesses
· DP lecturer at the Control Data Institute (1500 teaching hours)

	
	

	1988-1989
	DP organization in the Volksbank of Berlin (special areas and PC networks)

	
	

	1984-1987
	Apprenticeship as a bank clerk and assistant job for one year at the Volksbank of Berlin

	
	

	1974-1983
	Grundschule (elementary school), Realschule (secondary school) and Fachoberschule für Wirtschaft und Verwaltung (approx. equiv. to a technical college with emphasis on economics and administration)
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Contact  Axel Lomosik · Phone +49-(0)6122-53599-27 · Fax +49-(0)6122-5359925

Web  Axel.Lomosik@LOMOSIK.com · www.LOMOSIK.com


