
Wayne Walker

3169 Savannah Walk Lane, Suwanee, GA 30024

Cellular:  (678) 642-2976
Email: walkerwayne@gmail.com
LinkedIn: http://www.linkedin.com/in/walkerwayne
Summary of Experience

Certified Project Manager who “gets the job done, right” with more than 15 years of hands-on I.T. Infrastructure management, administration and general I.T. project management.  Proven record of success with “turnaround” situations, managing and motivating employees, & reducing/eliminating downtime and waste.
Professional Highlights

CDI Corporation/IBM Account   May 2010 to Present

OCS Support Lead/Services Architect – Microsoft Office Communications Server, Exchange 2007, Windows 2003 & 2008

· Home office based position providing on-call support 24/7 for Office Communication Services for BNSF Railways: over 20,000 end-users, with over 60 different OCS Production and 12 OCS Test environment servers.
· Responsibilities include: acting as a focal point for any widespread OCS issues, providing hands-on support for Problem records, 2nd level Incident tickets, and Request for Change tickets using Remedy in upkeep of hardware, server operating systems, OCS applications, network systems and VOIP/SIP, mentoring and training for new team members.
· Successfully collaborating with Microsoft engineers and vendors to ensure that problems are driven to resolution.

· Documenting and distributing standard processes, procedures and the OCS design environment.
· Documented call flows for standard OCS problems to assist Service Desk in 1st level trouble-shooting and categorization/prioritization of incidents. Acted as a liaison between BNSF IT staff, Dell Service desk, and IBM Global Systems.
New WinCup Holdings, Inc., Stone Mountain, GA   April 2009 to May 2010
I.T. Infrastructure Manager

· Responsibilities include: “Hands-on” administration and management of the technical infrastructure including 40+ Windows 2000/2003/2008 servers for 350 users in eight plants & warehouses throughout the United States.   Administration and security management of user accounts & group policy in a Windows 2003 Active Directory environment.  Also responsible for a Blackberry Enterprise server, Hyper-V virtual machines, domain controllers, file & print servers, NAS, and an Asterisk VOIP.

· Created hundreds of pages of documentation detailing: network topology, software installation instructions, user self-help documents, device naming-conventions, and IT processes and procedures – better preparing the company for disaster readiness, elimination of variation and less need of trivial IT support.
· Saved the company $1000’s by discovering telecom billing errors, and eliminating unnecessary data and telephone lines.

· Successfully managed and executed projects including: an Exchange 2003 to 2007 migration, a data center move/consolidation, infrastructure monitoring, Symantec Endpoint implementation, and Domain controller upgrades for all branch offices.
RYLA Teleservices, Kennesaw, GA    2008 to 2009

Support Services/Desktop Support Manager

· Eliminated I.T. chaos by implementing ITIL based Best Practices for Service Desk/Desktop Support including identification, prioritization and resolution of end-user requests, as well as monitoring, tracking, & coordination of Help Desk functions.  Implemented and administered Track-It! helpdesk tracking system, weekly metrics & SLAs.

· Daily administration of Windows 2003 Active Directory, Group Policy & Exchange 2003 accounts (up to 2500 active users).

· Coached positive achievement for a team of six support professionals responsible for daily tasks including VOIP network and Helpdesk operations.

· Authored PCI (payment card industry) compliance documentation for Network infrastructure, Security, Password policies, Change Management, Secure disposal, and Incident Management leading to a successful PCI assessment.

· Successfully managed projects including: Service Desk software application deployment (Track-it!), RYLA facility moves, and numerous deployments of hardware and software for on-boarding of new RYLA customers.

Visiting Nurse | Hospice Atlanta, Norcross, GA    2007 to 2008

I.T. Operations Manager

· Directed a three member support team responsible for daily operations of voice and data network infrastructure and service desk operations.  This included responsibility for server administration of more than 35 servers including Windows NT, Windows 2000, and Windows 2003 Servers.

· Successfully managed projects including: the migration of 1500 users from Exchange 5.5 to 2007, a migration from Windows NT to Windows 2003 Active Directory, a data center move/consolidation, Cisco router upgrades, and a Cisco VoIP upgrade.

· Responsible for HIPPA compliance for corporate network and data security including: establishing procedures and metrics to monitor and analyze network performance, traffic, antivirus, and security patch management and security audits.

Gwinnett County Clerk of Courts, Lawrenceville, GA    2005 to 2007

Network Administrator/Project Manager

· Successfully provided maintenance, support and administration for (23) Windows 2000 & Windows 2003 Servers including SQL, file & print servers maintaining maximum up-time.  Administered the Active Directory for the GCCOURTS domain, including addition/deletion of accounts, & Group Policy creation and implementation.

· Maintained and administered patches & security updates via Norton Anti-virus Server, and Microsoft Systems Update Server.

· Created up-to-date documentation of server hardware, server roles, network topology, and software installation instructions.

· Successfully managed a Change Control implementation project, and contributed as a project team member/functional manager for the IT Technical Architecture Community and the CIIS Enterprise Architecture projects.
Pulte Homes Corporation, Duluth, GA    1998 to 2005

East-coast Field I.T. Manager/Business Process Integration Manager

· Project managed the deployment of the Pulte Home Builder Suite (PHBS) of applications within the Southeast markets (approx. 750 end-users). Included management of hardware/software updates & revisions, communication with business leaders and developers, training and analysis of the applications.

· Provided project management for major office moves: Atlanta (250+ users), Charlotte, Raleigh & Nashville.

· Provided day-to-day tactical and functional management for Southeast area Business Process Analysts, and Field Support Engineers.  Motivated and directed day-to-day activities for 15 remote-based Field Administrators supporting 2900 end-users in market & remote offices throughout the East coast, Puerto Rico, and Argentina, maintaining the highest support key indicator scores in the company.

GE Capital IT Solutions, Norcross, GA    1995 to 1998

Helpdesk Analyst/Helpdesk Supervisor

· Directed, supported, and trained up to 60 employees in a “24/7” environment providing telephone hardware (PC and Laptop) and software support to corporate end-users in Novell and NT environments.

· Developed analyst training modules resulting in a decrease of training time from four weeks to 10 days.

· Established and communicated expected standards of performance, reviewed actual performance, counseled, and career-coached; resulting in a group that delivered service effectively and efficiently.

Education/Certification
· Ohio University, Athens, Ohio: Bachelor of Science, Communications – graduated cum laude, 1984
· PMI Certified Project Manager Professional ID: 2040431, Microsoft MCP certification number: C443-5140, Apple Certified Associate - Mac Integration, EXIN certified ITIL® version 3 Foundation, 6 Sigma Green Belt
Technical Competencies 
· Windows (NT, 2000, XP, Vista & 7), Apple OS-X, Norton/Symantec Ghost, VERITAS Backup Exec,  Windows NT, 2000, 2003, 2008 Server, Microsoft SQL, Microsoft Exchange 5.5, 2003, & 2007, Microsoft OCS 2007, Active Directory, Group Policy, BES, Microsoft Office, McAfee Anti-Virus, Symantec/Endpoint Anti-Virus, DNS/TCP/IP, Microsoft WSUS, ipMonitor/Solar Winds, Hyper-V, WebSense, Untangle, MailMeter, Mail Foundry anti-spam device, Power Shell, Cisco VPN. 

· Ticket/incident management systems including: Clarify, Vantive, Remedy, eSupport, Expert Advisor, & Track-it!
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[image: image5.wmf]Small Business Routers, Switches and Firewalls, Servers (Dell & HP/Compaq), computers (Dell, Apple, Gateway, Acer & HP) and laptops (Dell, Acer, Fujitsu & Lenovo).

