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Nancy Kinchla Director of Telecommunication 495-9914 nancy_kinchla@harvard.edu 
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Managers 
Paul Conway  Engineering & Maintenance 495-3217 paul_conway@harvard.edu 
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Bud Minahan  Senior Project Manager  495-5385 bud_minahan@harvard.edu 
Pat Murphy  Operators    495-0581 pat_murphy@harvard.edu 
Stephen Rivers Customer Service   496-7300 steve_rivers@harvard.edu 
Michael Rowe Systems & Applications  495-5109 mike_rowe@harvard.edu 
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CUSTOMER SERVICE CONTACT LIST 
 
Customer Service Main Line: 495-8590 
Telecommunication Specialist’s fax number: 496-7337 (496-ORDERS) 
Analyst fax number: 495-0500 
E-mail address: telecom_orders@harvard.edu 
Telzette e-mail address: talk_to_me@harvard.edu 
Wireless e-mail address: uis_wireless_phones@harvard.edu  
Web Site: www.uis.harvard.edu 
 
Manager 
Stephen Rivers    496-7300  steve_rivers@harvard.edu 
  
The Manager of Customer Service and Planning is responsible for overseeing the provisioning 
process.  Provisioning includes order writing, scheduling, trouble resolution and project 
management.  Vendor relations, product evaluation and quality monitoring of Centrex, cellular and 
special circuits are included in this area. 
 
Telecommunication Analyst 
Don Kerr     495-5670  donald_kerr@harvard.edu 
Elizabeth Markham    495-0472  elizabeth_markham@harvard.edu 
    
The Telecommunications Analysts provide in-depth consulting and analytical expertise to 
departments. The Telecommunications Analyst will: 

 Project manage large moves and installations 
  

 Recommend changes to existing telephone systems for more efficient utilization 
 

 Recommend new systems or upgrading to a more efficient telephone system 
 

 Recommend solutions for complex telephone situations 
  (Telethons, enhanced voice mail, special circuits) 
                 

 Review departmental telephone billing and work through bill discrepancies 
  
       Assist with ordering for Video Conferencing Services 
 
Analysts will be involved in all major building renovations and new construction and will work 
closely with the Wire and Cable Group to: 
 

 Identify jack locations and jack numbering schemes 
 

 Work with Verizon for installation of building entrance cables 
 

 Identify telephone closet locations and the appropriate space allocation for telephone 
equipment 
 

 Analysts will be involved in any departmental moves and new installation involving more 
than ten telephones or where requested. 
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Technical Specialist: 
Sandra Wainwright          495-0447         sandra_wainwright@harvard.edu 
 
The Telecommunications Technical Specialist coordinates the daily activity of the telephone work 
orders.  This includes: 
 

 Tracking and coordinating the daily work schedule with vendors 
 

 Coordinating jack installations 
 

 Resolving installation problems with vendors 
 

 Maintaining a statistical analysis of installation issues 
 
 
Telecommunications Specialists 
Teri Chu                       495-9231 teri_chu@harvard.edu 
Mark Matteson             496-0006 mark_matteson@harvard.edu  
Connie Nuzzo             495-9587 connie_nuzzo@harvard.edu 
Lenora Paula              496-0120 lee_paula@harvard.edu 
Christien Skinner             496-4905 christien_skinner@harvard.edu 
Jennifer Theodos (Team Leader)  495-5167 jennifer_theodos@harvard.edu 
 
The Telecommunications Specialists are responsible for issuing work orders (Centrex, VoIP*, and 
Wireless) to all vendors that are required for telephone installation-including Verizon for dial tone, 
special circuits and facilities.  Wiring Vendor for jack and wire installation and wireless vendors for 
your wireless needs.  The Telecommunications Specialists are usually the first contact for 
University employees who need telephone work.  They can assist you in: 
 

 Determining what is being requested by the end user 
  

 Analyze the request to determine if it can be completed or if an alternative should be 
recommended 

 
 Accurately quote the monthly, rental and one-time installation charges   

 
 Process the actual telephone requisition orders 

 
 Answer questions and concerns with your phone system, equipment, pricing and voicemail 

 
*VoIP does not apply to the Medical Area 
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Staff Assistants: 
Paula Burgess            496-4633 paula_burgess@harvard.edu  
Dawn Passerini    496-8181 dawn_passerini@harvard.edu  
 
The groups’ Staff Assistants process the e-mail and fax order requests for the Telecom Specialists, 
process the internal paper and electronic items for the various telecom groups and send out 
correspondence and other required documents to Departmental Contacts.   The Staff Assistants 
also follow up with customers to assure quality and timely completion of orders. 
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 BILLING AND SYSTEMS ADMINISTRATION  

CONTACT LIST 
 
 
 
Billing Main Line:   495-5457 
 
Billing Fax number:  496-7337 
E-mail address:  telecom_billing@harvard.edu 
University Mail Address:  1230 Soldiers Field Rd. Brighton, MA 02135 
Telzette e-mail address:  talk_to_me@harvard.edu 
Wireless e-mail address:  uis_wireless_phones@harvard.edu  
Web Site:    www.uis.harvard.edu 
 
Manager: 
Laurie Gamble      495-4939          laurie_gamble@harvard.edu 
 
The Manager of Telecom Billing and Systems Administration is responsible for overseeing the 
billing and directory processes for University telecommunications.  Specifically, this includes the 
processing of billing requests and inquiries, billing data integrity, billing system programming, 
and reporting.  Rate setting, contract/vendor management, vendor payments, and business 
financial oversight are included in this group.   Directory services and directory project 
management complete the groups’ services. 
 
 
Accounting Administrators: 
Diane Damp        495-0847    diane_damp@harvard.edu 
Maria Pavidis          495-2517   maria_pavidis@harvard.edu  
 
The Accounting Administrators are responsible for: 

 Vendor reconciliation; vendor payments; adjustments/credits 
 Report analysis for departments and business management 
 Complex customer billing inquiries; Customer billing project coordination 

 
 
Billing Administrators: 
Maria Cirino    496-7445  maria_cirino@harvard.edu 
Maura Curran   495-1450  maura_curran@harvard.edu  
Patty Marrama   496-1839  patty_marrama@harvard.edu 
Steve Sweeney   496-8280  steve_sweeney@harvard.edu 
Jennifer Theodos (Team Leader) 495-5167  jennifer_theodos@harvard.edu 
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The Billing Administrators are responsible for: 

 Billing orders and requests 
 Electronic billing questions (TORTE) 
 Billing Code and Name Changes 
 Calling cards and authorization codes 
 Departmental billing questions and explanations 
 Customer Education and information sharing  

 
Systems and Projects: 
Phil Carson        496-4473  phillip_carson@harvard.edu 
Mallory LaSonde (Team Leader) 496-3633  mallory_lasonde@harvard.edu 
Barbara Loblundo (Directory)   495-3329  bloblundo@camail.harvard.edu
Kim Vitols        496-8305  kvitols@camail.harvard.edu 
 
This group provides systems and project support in two major areas—billing and directory: 
 
Billing Systems Administration-   

 TORTE (electronic billing) integrity and support 
 Telephone Audit Program 
 Documentation (processes and systems) 
 Data integrity, quality control, documentation 
 Month-end GL closing; Vendor toll tape processing 
 System upgrades, reporting, and process redesign  

 
Directory Project Team- 

 Printed directories production; on-line data integrity 
 Directory customer service, data flow, policy and process redesign 
 Application design specs and project management 
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ENGINEERING & MAINTENANCE 
CONTACT LIST 

Repair Main Line:  495-4900 
Repair/Wire & Cable Fax: 496-8270 
E-Mail address for Repair: telecom_repair@harvard.edu 
E-Mail address for Wire & Cable: wcable@harvard.edu 
 
Manager 
Paul Conway    495-3217 paul_conway@harvard.edu 
 
The Manager of Engineering & Maintenance is responsible for the daily functions of the 
group, which consists of wiring projects, repair/dispatch, vendor relations, evaluation of 
new products, developing standards, purchasing and repair/installation of 
telecommunication equipment. 
 
Associate Technical Specialists
Jim Goggin    496-0814 jgoggin@camail.harvard.edu 
Marie Loyd    496-7888 marie_loyd@harvard.edu 
Gail Mee (Team Leader)  495-5291 gail_mee@harvard.edu 
 
The Associate Technical Specialists are responsible for handling all telephone set/line 
problems, jack repairs, downed circuits, payphone problems and trouble with video-
conference lines.  It is their job to initially troubleshoot the problem to determine where 
the request should be sent, to Verizon, Comm-Tract or a UIS technician.  Or they may 
be able to resolve the problem by asking a series of questions to help the customer.  
 
I/M Technicians 
Rick Aste (Team Leader)   496-4249 rick_aste@harvard.edu 
Glen Cole    384-9321 glen_cole@harvard.edu 
Bob Cyr    384-9321 bob_cyr@harvard.edu 
Tom Leahy    384-9321 tom_leahy@harvard.edu 
Brian Peterson   384-9321 brian_peterson@harvard.edu 
 
The Installation/Maintenance Technicians are responsible for the Repair/Installation of 
analog and ISDN equipment, network terminations and bulk power units in addition to 
Merlin, Partner and Legend systems.  They test copper and fiber optic cables to ensure 
they conform to Harvard standards and troubleshoot network problems from the vendor 
demarcation location to the station jack. 
 
Technical Consultant
Bruce Fontaine   496-8846 bruce_fontaine@harvard.edu 
 
The Technical Consultant is responsible for evaluating and testing new equipment and 
applications.  Works as troubleshooter to resolve telecommunication issues between 
customer and vendors.  Monitors systems associated with the Verizon 5ESS switch.  
Reviews all upgrade changes with Verizon personnel to ensure the changes don’t 
adversely affect the Harvard community. 
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Associate Technical Consultant 
Elise Ruggles  496-6461 elise_ruggles@harvard.edu 
 
The Associate Technical Consultant supports the project managers by providing the 
 jack numbers to the technicians, plotting and labeling AutoCAD drawings,  
and tracking project billing. 
 
Project Managers Wire & Cable      
Mark O’Brien    495-9122 mark_obrien@harvard.edu 
Hugh O’Neill    495-9910 hugh_oneill@harvard.edu 
Gary Twiraga   495-9900 gary_twiraga@harvard.edu 
 
 
The Project Mangers work with architects, engineers, consultants and project managers 
on major renovations and new construction.  They are responsible for designing the 
layout of the IDF and MDF closets and ensuring University standards are followed.  
They review wiring specifications, change orders and scheduling changes to ensure the 
project is completed on time and within budget. They also review all Dig Safe notifications 
and mark out locations when necessary.  Finally they keep abreast of all industry standards 
and city regulations for Cambridge and Boston. 
 
Inventory Coordinator 
Gerry Redman   496-3310 gerry_redman@harvard.edu 
 
The Inventory Coordinator is responsible for maintaining certain levels of inventory for 
installation and repair terminal equipment.  He tracks daily activity for equipment entering 
and leaving the inventory room.  He evaluates and purchases new equipment, and holds 
training classes for customers on new equipment. 
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    HARVARD OPERATORS CONTACT 
LIST 
 
 
 
 
Harvard Operators Main Line:  495-1000 
Medical Area Main Line: 432-1000 
 
Manager 
Pat Murphy    495-0581  pat_murphy@harvard.edu 
 
The Manager of the Operators is responsible for updating and maintaining the 
Amtelco database, which the operators use to direct callers.  Acts as liaison 
between the Audio Conference call center and the University.  In addition, the 
manager is in contact with the other departments at UIS and the University, 
enabling the operators to have the most current information for news and events. 
 
Operators 
    
Jan Beckwith  
Helen Benoit  
Bill Bowers     
Christine Corapi 
Gary Kline 
Holly Knights       
Beverly Lyons    
Laverne Martinez                      
Carole Mosher 
Carol Smith     
    
 
The Operators are responsible for answering all incoming calls to the University 
as well as being a main source of University information.  The operators are 
asked general questions about the Cambridge/Boston area. Other services 
offered include teleconferencing and operational support to other departments in 
UIS.  The office is open 8 a.m. until midnight Monday through Friday and 8 a.m. 
until 8 p.m.* on weekends and most holidays.   Note:  the operators are not 
telephone repair, but are usually the first to know of a University wide problem 
and report it to the appropriate department.   
 
*Hours subject to change 
 
                               Section 1, page 9                                           May, 2006 
 



 
 
 
Staff Assistants 
Pam Williams   496-8122 
Gwen White    495-3200 
 
The Staff Assistants are responsible for the day to day operations of UIS 
telecommunications department.  Duties include, but are not limited to, 
scheduling meetings, travel arrangements, expense reports, supply management 
and report generation. 
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