Adam D. Reich

Voice Mail:  828.484.4787  (  Cell:  828.337.6823
areich@charter.net  (  http://www.linkedin.com/in/adamreich
PROFESSIONAL SUMMARY

Creative Technical Support Professional with an extensive background in knowledge management, collaborative computing applications and expertise in analyzing, implementing & testing global software solutions. Proven leadership skills, ability to proactively identify opportunities and quickly implement solutions, with positive attitude and passion for customizing technical solutions to maximize on-the-job performance. Recognized by peers for having unique ability to bridge gaps between technology and people to effectively build communities of practice. 

TECHNICAL SKILLS

	Lotus Products:
	Lotus Connections, Websphere Portal, Quickr, Quickplace, Teamrooms, Lotus Notes/Designer, SameTime 

	Testing and Development:
	Rational RequisitePro, Rational Test manager, Bugzilla, MySQL, PHP, HTML

	Social Web Applications:
	Wikis – Confluence, MediaWiki Blogs – Wordpress, Connections Social Bookmarking – Delicious, Dogear, Magnolia

	Software/Programs:
	Windows 98/ NT/ XP, DOS, Microsoft Office, Microsoft Access, OpenOffice, Firefox/ Flock/ IE


EXPERIENCE

IBM, GLOBAL BUSINESS SERVICES, Asheville, NC & Cambridge, MA 
2001 – 2009
Technical Support Specialist
2004 – 2009
Provided technical support for KnowledgeView, a complex, global knowledge sharing application with function point count of 9,897 and user base of approximately 123,000 registrants.

· Improved user satisfaction by 99% working with user community, identified and resolved technical issues; prioritized issue resolution and managed end-user expectations.

· Ensured positive global teaming experiences. Managed collaborative tools and team spaces for virtual teams in India, China, North & South America, Europe and Australia.

· Reduced server costs by 29% by leading data migration projects that consolidated multiple repositories into a single source and eliminated 19,000 redundant documents form the knowledge management system.
· Maintained and improved knowledge management support process: Prioritized issues to allow for quarterly maintenance releases and established a new process to guarantee access to system within 24 hours per service level agreements.
· Trained new member of technical support team on procedure, process and application functions for rapid integration with support team and clients.
· Headed up launch of e-mail enabled discussion functionality for 17 communities of practice and provided on going technical support for 67 communities by creating enablement documentation, training core teams and escalating issue to develop team for immediate resolution. Provided an environment for knowledge sharing and expertise location.
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IBM, GLOBAL BUSINESS SERVICES (continued)
Project Manager Specifications/Documentation
2003 – 2004
Led effort to create technical and end-user support documentation for KnowledgeView.

· Managed all technical documentation and developed technical specifications greatly reducing scope creep and conflict between development team and client resulting in on time deployment of 9 major releases.
· Wrote and executed test cases and use cases; managed sub-team to create additional test cases.

· Collaborated with clients to define development requirements, improved system performance and gained stakeholders trust; managed process using Rational RequisitePro.

· Created and maintained end-user help documentations embedded in knowledge management system which provide real-time access to all users.

Knowledge Management Specialist – Institute for Business Value
2001 – 2003
Tracked and managed usage of information services as part of the information resource team.

· Led testing and documentation for deployment of Websphere portal and Notes database that created knowledge management system to house content from Mainspring and home for newly created content.

· Launched, populated, and updated Websphere portal and databases for global teams; trained and registered 399 new users.

· Increased work capacity for delivery and proposals teams, launched multiple QuickPlaces, and administered client and internal case teams.
· Delivered training and mentoring to new hires and teams acquired through acquisitions for more effective teaming and decreasing time need before consultant could be deployed to the field.
IBM (FORMERLY MAINSPRING), Cambridge, MA
2000 – 2001
Knowledge Management Specialist

Served on team of 4 that administered QuickPlace environments for internal project teams.  Provided technical support, harvested work products from client engagements, managed research subscription services and launched and administered QuickPlaces.

EDUCATION/PROFESSIONAL DEVELOPMENT

BFA, Technical Production Arts, Ithaca College, Ithaca, NY

Project Management training

PROFESSIONAL AFFILIATIONS

Member of Meet the Geeks – Western North Carolina’s IT industry organization

Member Systems Integration KM Leaders Community

Member Social Media Club Asheville

COMMUNITY SERVICE

Board of Directors and Children’s Program Committee Chair 
Asheville Jewish Community Center, 2005 – 2008
John Engdahl Award for Outstanding Achievement in Team in Training Fundraising the Tahoe Century Ride The Leukemia & Lymphoma Society, 2001
