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EARNEST ROBINSON, JR.
 MACROBUTTON  AcceptAllChangesShown 11006 Atwell Avenue   (   Bowie, Maryland  20720   (    MACROBUTTON  AcceptAllChangesShown EarnestJr@gmail.com    
(301) 809-3671 Home   (  (301) 613-9138 Cell   
Over 10 years of project management and process improvement experience, driving successful programs and project initiatives with working knowledge and application of ISO and ITIL standards. Apply in-depth skills, education and project management experience to add value and profitability to an organization.
SUMMARY OF QUALIFICATIONS
· Experience includes working with tools and techniques such as customer interviews, project management software, flowchart diagrams, questionnaires, surveys, conflict resolution and others.

· Motivated self-starter who adapts well to change and learns quickly.

· Excellent written and oral communication skills along with strong problem solving skills.

· Working knowledge of Microsoft Word, PowerPoint, Excel, Outlook, VISIO, and MS Project along with Remedy, SharePoint and Workspaces.
Technical Skills

Certifications
· ITIL v.3 certification, Information Technology Infrastructure Library Foundation.                                                                     
· PMP certification expected May 2012.
Platforms and Tools

· Software:  Microsoft Word, PowerPoint, Excel, Outlook, VISIO, and MS Project along with Remedy, SharePoint and Workspaces.
· Project Management Methodologies/Frameworks:  initiation, planning and design, execution, Monitoring and controlling, and closing. 
Professional Experience
Business Process Analyst
2011 - Present
EXECUTECH STRATEGIC CONSULTING
   Woodbridge, Virginia                                                                                                      
Assigned to Defense Information Systems Agency (DISA).
· Leader of planning, execution, and close out phase of small & medium size projects. 

· Led a project to account for a large inventory of division property including desktops, laptops, monitors, servers, fax machines, and copiers. Discovered that 17% of equipment was not accounted for because it was not in the database. Also identified approximately $100K in equipment previously not accounted for. 
· Led project that organized data, created metrics and mapped process for the Quality Measurement System.
· Communicate and collaborate proactively with client and stakeholders (division chief, branch chiefs, other division heads and team leads) to analyze needs and functional requirements to produce desired deliverables. 
· Facilitate project kick-off meetings, project status meetings and project close-out meetings. Negotiate resource requirements during project kick-off meetings to successfully complete project scope. 
· Work with internal and external customers to create useful metrics through process examination to improve performance, including measuring the efficiency of the information assurance process that shows if we are compliant with our ISO certification and measuring the performance of property management.
· Complete monthly reports to comply with ISO standards. 
· Created monthly division newsletter.
· Part of a team that conducted a Manpower Study. I analyzed the collected data and created useful metrics.
· Identified gaps and incorrect data gathering in the Quality Management System through research and interviews. Relayed findings and corrected the problems.
SERVICE OPERATIONS MANAGER
2011
AVAYA GOVERNMENT SOLUTIONS
Fairfax, Virginia
Assigned to The Office of the Surgeon General (OTSG). 
· Manager of team leads and oversight of all IT Call Center Customer Support. 
· Used Remedy Ticketing System to capture metrics that showed what work was being done, when the work was being done, and by whom. 
· Managed project team implementing ITIL v.3 foundation procedures to reduce waste and produce efficiency. Improved processes created ticketing severity levels that prioritized problem reports allowing for a faster resolution and enabled Helpdesk to resolve customer trouble reports during first call. 
· Created status and problem reports through research of Remedy tickets, use of Crystal Reports and team member status reports.
· Interfaced with Government leads, Program Manager, Technical Operations Manager and other business elements to develop and disseminate strategies to achieve a business efficiency process. 
· Implemented of policies, guidelines and expectations to promote team consistency and excellent customer support. 
· Saved the organization $200 per license for Adobe software. Researched and discovered that the organization had a license agreement in place that covered multiple machines. Saved the company from duplicating software license charges.
· Managed project to replace all laptop locks in the organization. Pre-existing locks were not efficient due to a lack of a master key, costing the organization $50.00 per cut lock to remove laptops. 
MBA Student
2010 - 2011
UNIVERSITY OF MARYLAND UNIVERSITY COLLEGE
Adelphi, Maryland
· Completed MBA program. 
AOL, INC. (AND AMERICA ONLINE, LLC), Dulles and Reston, Virginia
1997 - 2010

Formerly known as America Online and is an American global internet services and media company.
Technical Manager
2000 - 2010
· Manager of shift leads, 13 technical analysts domestically, 6 customer service desk analysts in Bangalore, India and with management authority over 60 network analysts in an Operation Center.
· Manage offshoring of certain functions of Network Operation Center from Virginia to Bangalore India.
· Managed project that consisted of multiple phases for the purpose of creating operation teams to monitor newly acquired IT services. Phases included, organizing and training operation team, creating and implementing monitoring tools, creating technical documentation and creating processes and procedures to support IT services.
· Managed teams responsible for improved processes and procedures through the use of research, metrics and implementation of the ITIL way while documenting lessons learned and best practices. This led to successful implementations, including a Helpdesk in Bangalore India, a designated process for customer contact for our customer support through a Remedy ticketing system, and an improved change management system.
· Comprehensive responsibilities for recruiting, training, coaching, career development, goal setting, performance evaluations, disciplinary actions, and terminations.
· Conducted quarterly reviews with department Director for profit and loss performance within a $11 million budget. Came in under budget the last 4 quarters with this organization.
· Reduce departing payroll budget by 15% by creating a more efficient staff work schedule and written policy for overtime use.
· Worked closely with executives, stakeholders, customers and vendors. 
Computer Analyst
1997 - 2000

· Effectively monitored systems and programs by using the monitoring tool Netcool, performed troubleshooting steps, and escalated system problems to system owners. 

· Use of Remedy tracking system for problem and incident management by opening, updating and closing trouble tickets. 

· Use of metrics prepared via Crystal Reports to create reports, presentations and documentation

· Compiled action items, feedback, request and data from internal sources to create and improve organizational processes. 

· Team leader and trainer of up to 20 associate computer analysts and technical analysts.
· Effectively communicated with executives, internal customers, and vendors to resolve problems and provide status updates.
Education
Master of Science in Technology Management: Project Management          2012       university of maryland, university college
Adelphi, Maryland
master of business administration (MBA)
  2011 MACROBUTTON  AcceptAllChangesShown 
university of maryland, university college
Adelphi, Maryland

bachelor of science - psychology
 MACROBUTTON  AcceptAllChangesShown  2002
bowie state university
Bowie, Maryland
Professional Associations / Recognition
· Member, Project Management Institute (PMI).

· Member, Project Management Institute, Local Chapter Silver Spring Maryland.

· Recipient, 4 AOL Achievement Awards:

· 10 Years of Dedicated Service, 2007

· Successful Launch of AOL Voicemail, 2003 

· Key and Sustained Contribution to ICQ Service, 1999 

· Contribution to Reaching Customer Membership Milestones, 1997 

