Geoffrey Cestaro	
Summary
Technology leader with 20 years of implementing business systems end to end, from stakeholder discovery through data design, build, and adoption. Recently architected and delivered a production CRM, using AI coding tools to carry the development workload while owning the architecture, security, and testing. The platform includes agentic AI that triages the inbound flow of customer email, text, and voicemail, matching each message to its customer and ticket and taking the next action automatically. Background in Agile product ownership, ERP implementations, and internal consulting with human (non-AI) developers across major medical, museum, and university organizations.
Education
Columbia University – New York, NY
MS, Technology Management – Feb 2016
New York University – New York, NY
BS, Information Systems Management (Database Technologies) – May 2013
Professional Experience
Norman’s Electronics – Suwanee, GA
Director of Technology & Operations | Nov 2025 – Present
· Asked the question: why do commercial CRM platforms fail lean repair shops? Then designed and delivered a custom CRM and operations platform (React/TypeScript, Supabase/PostgreSQL). It is in daily production use and integrates with Twilio voice/SMS, Square payments, UPS shipping, and the ServicePower warranty network.
· Integrated Twilio SMS and PC-based VOIP with computer-telephony screen-pop that surfaces the matching customer ticket on inbound calls, replacing a $390/month hosted phone system at a fraction of the cost.
· Eliminated a $400/month CRM that was not meeting our needs and replaced it for pennies on the dollar.
· Standardized service pricing and automated the estimate workflow, using tokenized access to deliver linked estimates with a one-click customer accept or decline that triggers downstream actions in the CRM.
· Architected an AI intake pipeline: email ingestion, then document text extraction, then LLM classification and entity extraction, then proposed actions. Staff confirm each action and have the option to go auto-pilot.
· Built a mobile field-service module enabling technicians to scan device serial numbers by phone, capture payment, and issue receipts on-site, eliminating manual data entry and improving the service experience for the tech and customer.
· Acquired and operate a multi-technician consumer-electronics and appliance repair business, owning full P&L, operations, staffing, and vendor management.
· Negotiated and administered OEM authorized-servicer agreements and built profitability and KPI reporting (revenue by service line and brand, cost-per-labor-hour) to guide operational decisions.

Emory University – Atlanta, GA
Systems Analyst II | Business Analyst / Product Owner | Jul 2018 – Sep 2025
· Business Analyst (BA) acting as internal consultant within the IT Service Management organization to upgrade a long-neglected and brittle instance of ServiceNow to the latest version and re-factor business processes to use the system with as few customizations as possible.
· BA with the ServiceNow CMDB to ensure complete entries and alignment with our business capabilities model to allow better identification of costly application duplication across the enterprise (healthcare and university).
· BA for enterprise ERP vendor evaluation: documented use cases based on extensive end-user interviews; worked with outside consultant to design a scoring model that combines demo performance and RFP responses using weighted averages to drive data-based vendor selection.
· Partnered with Campus Services to improve off-the-shelf maintenance request system—gathered user feedback, set priorities, and recommended efficiency improvements to business processes to best use the software as it is intended to work.
· Acted as Product Owner for Salesforce initiatives with extensive integrations, writing/prioritizing user stories to deliver high-impact features, including an enterprise COVID portal that managed student, faculty, staff and doctor immunizations for healthcare and research settings.
· Moved multiple applications from on-prem into the AWS cloud to reduce overhead and improve redundancy.
· Directed GDPR compliance: built application inventory database to track systems handling EU citizen data for easy identification and removal when requested.

The Metropolitan Museum of Art – New York, NY
Deputy Chief of Development Systems (Director) | May 2007 – Jul 2016
· Oversaw $200M+ fundraising operations data; managed 4-person technical team responsible for data entry and proper GL recording of donations.
· Conducted stakeholder interviews (10+ groups) and implemented new SQL-based ERP system with integrated financial workflows, boosting organizational efficiency.
· Served as ERP Product Owner—defined epics and stories in JIRA across Finance, website, tablet apps, and data warehouse.
· Deployed Tessitura ERP across 6 business units; unified CRM and analytics to drive holistic decision-making.
· Integrated Tessitura with Workday Financials, cutting manual reconciliation and boosting workflow efficiency 80%.
· Automated reporting systems, reducing staff needs 25% and report prep time 50%; cut Board of Trustees meeting prep 90%.
· Built SQL/Crystal Reports dashboards for fundraising and GL reconciliation, resolving longstanding deferred income reporting issues.

New York University Medical Center – New York, NY
Information Systems Manager | Mar 2006 – Apr 2007
· Directed 8-person data team supporting 20K+ annual donations; entry into ERP and financial systems.
· Automated acknowledgement of donations using SQL Server donor database and templates, improving response time 33%.
· Researched and identified best online ticketing systems and migrated event ticketing to web-based system, reducing processing time 25%.
· Produced donor behavior analyses via Crystal Reports and SQL to guide fundraising strategies.
· Audited compliance processes (HIPAA and other regulations).

Core Skills
· Agile Product Ownership & Business Analysis (Scrum, JIRA, User Stories, Epics, requirements gathering/analysis)
· ERP Selection, Implementation & Integration (Tessitura, Workday, SQL Server, Salesforce, AWS)
· Data Management & Reporting (SQL, Crystal Reports, Business Objects)
· Compliance & Governance (GDPR, HIPAA)
· Enterprise-level Cross-functional Stakeholder Engagement & Team Leadership
· Judgment & Decision-Making in Ambiguity (rapidly applies deep experience while pressure-testing assumptions to avoid anchoring on the past)
· Critical, Hands-On Use of AI (builds production systems with AI app builders and LLMs; applies domain judgment to vet AI-generated designs and avoid flawed architecture)
