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Elnora Michelle Averhart

Plano, TX 75025
Cellular: (313) 213-9069
Alternate: (214) 872-3838
elnora.averhart@ameritech.net

Summary of Qualifications
An ardent leader, self-motivated and driven to produce results.  Accomplished in the field of Information Technology with exceptional management skills.  Well acquainted with project, process and operations management.  Well organized, articulate, and effective in written and oral communications.  Also, extremely practiced at customer service, desktop support, network support, database management, and process documentation.
Employment Summary
Insight – Project Coordinator
Mar-2011 to Present

· Execute leadership within a matrix structured organization to successfully facilitate VoIP (Voice over Internet Protocol) projects for Bank of America facilities that include renovations, new site builds, consolidations, as well as, phone, voicemail and user MACs (Moves, Adds and Changes).
· Successful in responsibilities to:
· develop and manage project management plans via MS Project and Project Server 2007
· procure and coordinate field technical and engineering resources

· develop, track and manage project schedules, budgets and deliverables
· provide direction and support to project team members and stakeholders

· measure and analyze project progression against baselines
· make management decisions and acquire necessary change approvals and formal acceptances
· conduct project status reports
· effectively manage project related communications and cultivating credibility and rapport
· develop and archive lessons learned and other project data onto SharePoint portal
· process cable drop and cut sheet information to generate accurate ACF (Asset Change Form) data for S3 inventory billing

· manufacture procedural documentation for the Project Management team, including flow diagrams and matrices
IBM - Global OM Incident Manager 





             
Apr-2007 to Apr-2011
· Manage the progression and restoration efforts of high severity business service outages within multi-supplier/multi-tier architectural environment (General Motors)
· Serve as SME (Subject Matter Expert) to drive performing supplier adherence to ITIL standards and business SLA (Service Level Agreements)
· Instigate incident progression reporting and other senior management level communications
· Detail incident successions using Covisint B2B collaboration portal (IT Service Management Console)

· Coordinate with peer teams (Problem, Change, Release and Configuration Management) to support the ongoing IT Service Management directives, including testing Playbook procedures
· Perform investigation of paging failure alerts for the purpose of maintaining accurate paging lists among the various supplier groups 
· Critique and generate balanced scorecards on peer executive summary reports and performing supplier deliverables

· Utilize MS SharePoint to manage and publish asset documentation

· Utilize the CMDB to access asset detail and update Remedy ticketing system for relational incident tracking

· Perform as backup to and provide training for helpdesk teams on ticket creation and incident paging (using Remedy, Varolii and Envoy) 
Sears HC - LAN Helpdesk Project Coordinator
                           

                           
Aug-2005 to Apr-2007 

· Performed as Team Leader in the implementation of various LAN projects such as server migration, wireless access point renewals and Cisco router upgrades

· Participated in the generation of WBS, defining project requirements, and vendor selection

· Performed daily coordination and organization (including resource allocation and scheduling), and tracking and reporting of project development 

· Employed a just-in-time requisition method for network hardware

· Performed testing and validation of completeness of work
· Performed project close-out procedures
Kforce - IT Helpdesk Technician
            



                                                  
Jun-2004 to Jun-2005

· Performed network monitoring and escalation
· Sustained hardware functionality (including PC imaging, break fix repair and conducting tape drive backups of the server) for locations nationwide
·  Sustained software functionality for proprietary software (Procare and Safe & Sound)
· Completed various software rollout projects including year-end maintenance and patch deployment
· Provisioned Telecom via patch panel/line assignment and termination
· Performed simple VB and batch script creations as required
Detroit Public Schools - PC Installations Project Lead    


  


       
May-2004 to Aug-2005

· Managed various waves of Dell PC, Mac mini, iMac and printer projects rollout
· Managed POS systems project rollout

· Carried out LAN Administration tasks

· Conducted staff training on installation practices 
Ford Motor Company - Senior Systems Technician                                                                                 
       
Aug-2000 to Mar-2003
· Team Lead to a team of 12 individuals providing 3rd level IT support

· Project Lead for PC renewal, as well as printer renewal projects
· Authored all team process documentation and revisions (including diagrams)

· Acted as site software procurement manager (facilitated software purchases and license tracking)

· Collaborated with a development team to design and implement a web-based software ordering application

Grubb & Ellis - Database Coordinator





                                
Oct-1999 to Jul-2000
· Maintained a proprietary web-based database containing property listing
· Generated listing and market trend analysis reports

· Sustained hardware and software functionality

McKesson HBOC - Technical Support Representative



                              
Feb-1998 to Sep-1999
· Remotely responded to end-user requests to resolve software issues for various versions of the company’s proprietary pharmacy software (Econolink)
· Logged all customer interactions

Education

Master of Business Administration
Davenport University (2009)

Major: Strategic Management
Bachelor of Science
University of Phoenix (2004)

Major: Information Technology
Associate of Business Administration
Detroit College of Business (1996)

Major: Computer Information Systems
Certifications
Project Management Professional 

(PMP, 2011)
Information Technology Infrastructure Library- Service & Support
Level: Foundation v2 (2007)
Competency
Operating Systems & Software: Windows XP (and prior versions), Windows 200X Server, Microsoft Active Directory, MS Project & Project Server 2007, MS Visio, MS SharePoint, MS SQL Server 2000, SolarWinds Orion, Remedy Action Request System, ResolveIT, AT&T Global Network Client, Norton Ghost, MS DOS, Lotus Notes Client, Lotus Sametime, NetMeeting, Envoy Paging System, Seagate/Veritas Backup Exec, Solarwinds Orion Network Performance Monitor, SAN Backup & Storage

Protocols: TCP/IP, FTP, UDP, HTTP, Telnet
Hardware: Dell, IBM, Compaq, HP, Xerox, Cisco, SpeedStream, Netopia

Cisco VoIP Equipment: 3845 (routers), 3560 & 3550 (switches),  PVDM & EVM Router Cards/Memory Modules, AIM-CUE (Cisco Unity Express Advanced Integration Module) Router Cards, NM-CUE (Network Module), EVM/FXS (high density voice/fax extension module), 7962 phones, 7906 phones , 7921 wireless phones, 7965 phones (plus side cars, CP 7914), 1142N (wireless access point), VIC-4FXS/DID (Voice/Fax interface module), VWIC2 (Voice/Data multiflex cards)
Soft-Skills:  Positive work ethic, positive attitude, self directed, reliable, honest, flexible, adapt swiftly to new techniques and procedures, always enthusiastic to discover new skills and knowledge, detail oriented, excellent writer
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