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	Professional Objective

	 
	

	Leadership role as Manager of Administration, Senior Project Coordinator, or Director of Personnel Development and Training.
	

	 
	


	Summary

	 
	

	Over 25 years of management, administration, and training in the banking, mortgage finance, associations, and fund raising industries. Demonstrated record of success enhancing efficiency, increasing productivity, and generating profit and revenue.
	

	 
	


	Functional Strengths

	 
	

	• Negotiator of resources and personnel within an association/foundation environment.
• Practical business approach to modify and enhance workflow processes.
• Standardize and implement policies, procedures, and regulatory guidelines.
• Coordinator of personnel, resources, and equipment in time-critical situations.
• Resolve conflicts while maintaining positive internal/external relationships.
• Able to build internal cooperation and ownership of organizational goals.
	

	 
	


	Career History

	 
	

	Post Foundation, Battle Ridge, MI
	1989 - Present

	Assistant to the Sr. Vice President of Programs

	• Key liaison between workforce and Sr. VP on multiple, simultaneous special projects
• Coordinated problem resolution strategies to improve procedures, systems and staffing
• Developed and implemented new reporting procedure for grants ranging from $5K to $5M
• Took step to diminish preparation time, review, and process of grants by 30%
• Developed correspondence guidelines for national/international Internet activity
• Significantly reduced response time and dramatically cut operating/postage expenses
• Managed eight direct staff and developed/monitored a $285M annual operating budget
• Wrote and directed training programs for directors; increased employee competence, corporate credibility and operational efficiency
• Monitored individual domestic and international grants
• Logistics Specialist for world wide seminars and colloquiums

	  
	

	Jefferson Finance Corporation, Indianapolis, IN
	1986 - 1989

	Administrative Assistant

	• Supervised all divisions and personnel within the appraisal department 
• Administrative oversight of all issues related to government and regulatory compliance
• Reviewed, adjusted and prepared all final draft documentation according to protocol

	  
	

	Lincoln Savings and Loan, Lincoln, OH
	1982 - 1986

	Personnel Director/Executive Administrator

	• Organized new personnel department to service a Savings and Loan of 103 employees
• Conducted all Human Resources functions including hiring, firing, and personnel evaluations
• Wrote and implemented uniform job descriptions, evaluation criteria, and salary reviews
• Identified deficiencies and rewrote policies, procedures, and Employee Handbook

	  
	

	Reliant Mortgage Group, Lincoln, OH
	1976 - 1982

	Assistant Manager/Secretary

	• Administrative responsibilities and functions

	 
	


	Training and Credentials

	 
	

	
	

	
	

	Professional Education
• Pursued Business and Computer training from Post Community College.
• Awarded advanced computer certifications from Productivity International.

Additional certifications from:
• Covey Leadership Institute, Western Michigan University
• Dale Carnegie Management Course, Lincoln, Ohio.
• Disney Guide to Orientation, Disney Land/Florida
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	Education

	 
	

	Loyola College, Maryland
	2002

	Bachelor of Arts, Business Management, Minor: Asian Studies

	  
	

	Assumption University, Bangkok, Thailand
	2000

	
	

	 
	


	Skills

	 
	

	•
	Computer Skills: WordPerfect, MS Office, Internet Research Skills

	•
	Excellent leadership, communication, and organizational skills

	•
	Possess a great work ethic and superb team skills

	 
	


	Experience

	 
	

	US Export Service Center, Baltimore
	2001 - Present

	Intern

	Collaborated with trade specialist in the completion of research projects and trade presentations.

	  
	

	Alumni Office, Loyola College
	2001 - Present

	Student Assistant

	Provided secretarial and administrative support services.

	  
	

	US Office of Historic Landmarks
	2001

	Office Automation Clerk 

	Maintained office hardware inventory file. Provided administrative support services.

	  
	

	Meredith Staffing Service
	2000 - 2001

	Intern

	Organized and maintained files for research grants. Collaborated with research grant committee.

	  
	

	Loyola College
	2000

	Exchange Student 

	Immersed in Asian culture while studying at Assumption University, Thailand.

	  
	

	Dean Whitter
	1997 - 1999

	Intern

	Interacted with financial consultants and administration in financial management projects with emphasis in client services.

	 
	


	Volunteer Experience

	 
	

	Loyola College
	2000

	Tutor 

	

	  
	

	St. Simon Academy of Baltimore, City, State
	1999 - 2000

	Tutor

	

	  
	

	Southern Health Center
	1996 - 1997

	Program Planner

	

	 
	


	Honors and Awards

	 
	

	National Academy Foundation Alumni Honoree , 2000
	

	Emerging Leaders Seminar at Loyola College, 1999
	

	National Academy of Finance Student of the Year, 1998
	

	Who's Who Among American High School Students , 1997
	

	 
	


	Organizations

	 
	

	Chapter President, Society for Human Resources Management, 2001 - 2003
	

	Chapter Treasurer, Toastmasters International, 2001 - 2003
	

	Multicultural Affairs Committee, Loyola College, 2001 - 2003
	

	Dean's Student Advisory Council , Sellinger Business School of Loyola College, 2001 - 2003
	

	President, National Honor Society, 1997 - 1998
	

	Treasurer, Future Business Leaders of America (FBLA), 1994 - 1998
	

	Panelist, It's Academic Team, 1994 - 1997
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	Public Administration • Management • Financial Analyst  • Consultant • Corporate Law

	 

	Political Science graduate committed to delivering high quality, responsive services. Practical projects and teamwork experiences during degree studies have revealed exceptional strengths in critical problem solving, analysis, project leadership and troubleshooting. Easily adaptable to change, with an eagerness towards learning and expanding capabilities.

	Solutions Oriented • Customer Focused

	 

	EDUCATION

	 

	B.A., Political Science
	2004

	University of Memphis, Memphis, TN

	Extracurricular activities included positions of leadership as well as additional work on teams and committees.

	       Completed course work in public policy which has significantly contributed to knowledge of public problems, policy making, and policy administration

	       Completed courses in American Government, Policy Perspective, Judicial Process, and Interest Groups which provided background of the court systems, development and structure of the government and the role and impact of interest groups.

	 

	PROFILE

	 

	       Consistently commended throughout studies for ability to work a contributing team member or independently while achieving critical deadlines for project completion

	       Strong communication skills; able to interpret procedural concepts to anyone.

	       Highly skilled in problem analysis; proven ability to assess and hurdle obstacles; viewed as an outstanding troubleshooter.

	       Personal strengths include an outstanding work ethic, persistence, and organizational skills.

	       Solid background in customer-centered work environments underscores commitment to high quality service delivery and rapid response.

	 

	PROJECT & TEAM WORK

	 

	Challenge

	Design simplified law seminar using specific disciplines and industries.

	Action & Result

	Analyzed and designed organization functionalities using diagrams, graphs, and charts. Produced written report including detailed analysis and processes, and presented results on challenges faced with creating new processes for special industries and the laws that applies to them.

	 

	Challenge

	Feasibility study of civil rights in the corporate world.

	Action & Result

	Defined problem, recommended solution and conducted feasibility assessment. Produced detailed feasibility report and oral presentation on proposal.

	 

	Challenge

	Financial challenges within a project, how to expand business while maintaining core clients and profitability and financial stability.

	Action & Result

	Implemented customer follow-up strategies to increase referrals and profitability. Achieved strong, sustained revenue improvement. Increased customer loyalty by 30%. All customers serviced increased orders by over 100% in 3 years.

	 

	SKILLS

	 

	       Internet

       PowerPoint

       Windows

       Microsoft Word

       Lexus Nexus

       Contract Review

       Excel

       Public Speaking

       Client Relationship Management

       Critical Problem Solving

       Strategic Planning

       Productivity



	 

	Moderate Spanish Speaker

	 

	VOLUNTEER

	 

	Missionary Volunteer
	1999

	Prince of Peace Moravian Church, West Palm Beach, FL - Worked in Nicaragua for 3 weeks building churches

	 

	Mentor Program
	2001 to present

	The greater community of Memphis, TN – Worked one-on-one with local youth in the subject of Arithmetic, English and Social Studies.

	 

	Athletic Assistant Volunteer
	2001 to present

	Help local athletic programs in driving children from event to event, prepare equipment pre and post practice and ensure safety of the children throughout the entire activity.
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	Summary of Qualifications

	 
	

	• Recent college graduate -- Summa Cum Laude. 
• Organized, efficient, and precise with strong communication and liaison skills. 
• Skilled in planning and execution of special projects during time-critical environments.
• Decisive and direct, yet flexible in responding to constantly changing assignments. 
• Enthusiastic, creative and willing to assume increased responsibility. 
• Skilled at solving customer relations problems.
• Effectively able to communicate with customers, staff and management.
• High initiative with strong self-management skills.
	

	 
	


	Relevant Skills 

	 
	

	•
	PC proficiency in MS Office applications, Corel WP, Adobe.

	•
	Basic web page design and update.

	•
	Basic accounting and finance.

	•
	Library / File / Internet research.

	•
	Travel planning and coordination.

	•
	Collecting and recording statistical and confidential information.

	•
	Assembling and organizing bulk mailings and marketing materials.

	•
	Data entry and correspondence preparation.

	 
	


	Relevant Professional Experience 

	 
	

	Uniformed Services University, Bethesda, Maryland
	

	ADMINISTRATIVE ASSISTANT - NCC GME OFFICES

	

	  
	

	Uniformed Services University, Bethesda, Maryland
	

	PROGRAM COORDINATOR - NCC FACULTY DEVELOPMENT COURSE

	

	  
	

	Uniformed Services University, Bethesda, Maryland
	

	PROGRAM SUPPORT ASSISTANT - NCC GME PEDIATRIC RESIDENCY PROGRAM

	

	 
	


	Education 

	 
	

	Marywood University
	

	Bachelor of Arts, Communication Arts, Minor: Business

	• Graduated Summa Cum Laude.
• Member Delta Epsilon Sigma, Catholic College Honor Society.
• Mentioned in 2000 Edition of Who's Who in American Colleges and Universities.
• George Perry Award for Academic Achievement in Major.
• St. Genesius Medal for hours accumulated in practicum.
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	QUALIFICATION PROFILE

	 

	·       Results-oriented Personal Assistant with experience in public relations, marketing, business administration, customer service, accounting, and customer relationship management.

	·       Exposure to diverse areas of the entertainment industry.

	·       Adept in streamlining business processes and increasing operational efficiency levels.

	·       Instrumental in increasing customer retention and customer satisfaction levels within highly competitive markets.

	·       Handling financial management functions including general ledger accounting, budgeting, and accounts receivable. 

	·       Proven success in managing operations within fast-paced office environments.

	·       Comprehensive background in administrative functions including drafting correspondence, filing, and fielding customer inquiries.

	 

	PROFESSIONAL BACKGROUND

	 

	Dryden Productions – Hollywood, CA; Studio City, CA
	1997-Present

	PERSONAL ASSISTANT / OFFICE MANAGER

	Served as the Personal Assistant for the owner of the company, supporting cash management and bid development. Directed office management functions on a daily basis.  Supervised employees in daily job tasks. Coordinated travel itineraries for foreign/domestic travel. Contributed to sales activities including sales reporting.

	       Provided high level of administrative support to executives.

	       Handled general ledger accounting, financial management, and tax filing functions.

	       Worked with business issues involving studios, edit/graphic bays, and remote trucks.

	 

	Hyde Corporation – Burbank, CA
	1994-1997

	CUSTOMER RELATIONS REPRESENTATIVE

	Handled credit and collections for an organization specializing in television, film and sound post-production. Served as primary liaison between the organization and corporate headquarters. Participated in accounts receivable and collections functions involving national and international customers. Provided exceptional level of support concerning business administration.

	       Managed all aspects of customer relationship management on a daily basis, which resulted in increased customer retention levels.

	       Spearheaded the implementation of new accounting software, which resulted in increased productivity levels among employees.

	       Supervised and trained employees in daily job responsibilities.

	       Researched and resolved customer complaints in a timely manner, which resulted in increased customer satisfaction levels.

	 

	EDUCATION

	 

	Bachelor of Arts, Communications – Sherwood Oaks College, CA

	 

	TRAINING

	 

	Team Building, Dun & Bradstreet Collection / Strategy, Women in Management, Film, Editing

	 

	COMPUTER SKILLS

	 

	Microsoft Word, Microsoft Excel, Microsoft PowerPoint, Microsoft Access, Microsoft Outlook, QuickBooks
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	INTERNATIONAL IT PROJECT MANAGER

	~ TEST LEAD ~ CRM SPECIALIST ~

	 

	Versatile IT project manager, test lead and CRM specialist, expert in driving multimillion-dollar projects globally and consistently meeting key program deliverables. Acknowledged for integrity, high professional standards, and “grace under fire.” Customer-service orientation, “big-picture” vision, and sensitivity to the bottom-line combine usefully to deliver projects stamped with a characteristic blend of detail, and cost-effectiveness. Inspired by the power of assembling talented, self-directed teams, and passionately committed to sustaining robust, streamlined systems that respond to business objectives. Persuasive and entertaining public speaker—expert in “working an audience.” Perform well under pressure; a productive, positive leader sharing in team successes.

	 

	Professional strengths include:

	       Project Design, Scope, Management & Rollout
       Advanced CRM Environments
       Strategic Planning
       Marketing Concepts
       Change Management
       Productivity Enhancements
       International Consultant
       Multimillion-dollar Support Systems
       System Architecture 
       Information Systems
       Budget Management
       Automated Testing
       Multi-site Team Management
       Computer & Marketing Consultancy
       Process Improvements
       Cost Containment
       Revenue Generation


	 

	Multilingual: English, French, German, Dutch, and Spanish.

	 

	TECHNOLOGY & PROJECT SNAPSHOT

	    Distinguished for pioneering efforts as the only individual in a department of 70 to have initiated training sessions in a new topic that aided productivity and team connection.

	    Won reputation for defining exact position of project progress and capacity to pinpoint costs at each project phase. Developed successful “You can’t manage what you can’t measure” philosophy. 

	    Flawlessly executed multiple regional releases of the CRM solution—URSA as project manager for Agilent Technologies. Coordinated complex global implementation, each with separate budgets, resources, and timelines juggling the technological and cultural issues inherent in facilitating worldwide projects.

	    Reengineered CRM application, cutting synchronization times by 87.5% and delivering an ROI of $3M annually. Project successes prompted business to request same core functionalities across Asia, Japan, and the USA.

	    Appointed Test Manager to “Fusion”—a multimillion-dollar ERP project integrating service management into an existing SAP solution. Previous failed attempts placed significant pressure on the multi-disciplined team—each with diverse agendas, to deliver on time and to specification. Defined a clear testing strategy that successfully straddled European and US east/west time zones, acted as project interface, created unique and efficient processes, and pioneered the Fusion-specific mini-test environment—a low cost solution that assured interruption-free testing considered crucial to successful project deployment. 

	    Pioneered a sophisticated Excel dashboard that collected and summarized test data from 40 separate spreadsheets in mere seconds. The process was acknowledged as the cornerstone of precise testing progress reports.

	    Supervised test areas from integration, regression, and error handling, to boundary application, shakedown, and customer facing documents.

	 

	EMPLOYMENT NARRATIVE

	 

	AGILENT TECHNOLOGIES, California, USA
	2000–Present

	Project Manager / CRM Specialist / Test Lead & Manager

	Transitioned as an influential change-agent internally, continuing to direct major projects on a worldwide scale, while simultaneously reengineering processes and driving improvements for a leaner, and more productive and cost-effective operating infrastructure with renewed quality focus.

	Reversed inherent complacency towards expenditure blowouts, by instituting leaner and measured strategies for hiring contractors, and ensuring the best value from quality suppliers.

	Contributions & Results:

	    Assembled global team of independent contractors from Japan, Europe, and USA to deliver multiple CRM releases worldwide to 3500+ customers. Decision became the catalyst in steering the project rapidly across all regions—cutting 50% from proposed single-location timelines.

	    Collaborated on management team defining the company’s future worldwide CRM strategy, encompassing formal standardized processes.

	    Built successful case for eliminating a costly, yet technically inferior software vendor’s contractor from the team mix; reinforced the cost and productivity advantages to management of a multi-site team to counter the challenges of different time zones and cultures.

	    Flawlessly executed multiple regional releases of the CRM solution—URSA. Coordinated complex global implementation, each with separate budgets, resources, and timelines to strict budgets and deadlines, juggling the technological, cultural, and people issues inherent in facilitating worldwide projects.

	    Overcame the URSA integration with the company’s largest and most complex Oracle ERP system worldwide considered a “moving target.” With mismatching Oracle data for CRM, intense challenges were overcome through creative project realignment and stretching budget funding to tackle the initial 30-day continuous data extraction process. 

	    Positioned application as a genuine global CRM solution by refining the URSA code libraries. Refined the levels of dependencies on available ERP data, splitting project to key components that were delivered within tight deadlines. 

	    Conducted “MindMapping” training sessions to groups of 40 in the US and Singapore. Sessions aimed to align increases in efficiency through understanding knowledge management. 

	    Conquered productivity issues surrounding the demands of an expanding user base calling for one-screen data views, and improved response times. Enhanced the CRMs ease of usability by reengineering the application GUI for call center agents and field engineers. Cut synchronization times by 87.5% and delivered a ROI of $3M annually prompting business to request same core functionalities across Asia, Japan, and the USA.

	    Intervened to reverse stalled project negatively impacted by multiple disparate consulting organizations, lack of project leadership, and insufficient internal staff. With no comprehensive testing approach, disjointed teams efforts were customary. Collaborated on design, development and test model, and personally redefined the structure of the testing organization. 

	    Devised comprehensive quality assurance standards and guidelines ensuring all software components were authorized and agreed upon formally.

	    Assumed Test Lead/Management and interface role on “Fusion”—a resurrected multi-million project aiming to integrate service management into Agilent’s existing SAP system. Previous stalled attempts placed renewed pressure on the team to devise a solution that integrated the existing Siebel front-end with the SAP ERP back-end for greater operational effectiveness and enhanced customer satisfaction. Delivered first release testing with no significant escalations or defects post go-live.

	    Devised a mini-test environment—a low cost solution that co-existed with the fully integrated test environment, yet benefited by its independence to circumvent interruptions. 

	    Built consensus and established common protocols between diverse and complementary project groups both in Europe and the US. Produced unique and efficient processes, planned the logistics of cross-country communications, and produced a web-based handoff application and sophisticated Excel dashboard that provided ‘real time’ reports. Presided over integration, regression, error handling, boundary application, shakedown, and customer facing document testing.

	 

	POINT INFORMATION SYSTEMS, Wellesley, USA
	1998–2000

	Implementation Consultant

	Rapidly won reputation as the highest revenue-generating consultant in the USA, personally producing $US375K in 12 months, and boasting the most billable days (242).

	    POINT Consultant for Hewlett Packard, presiding over $US1M year-long performance benchmarking and quality assurance project as part of the international CRM application rollout in Europe and Asia servicing 650 users. (Synchrologic, Citrix, and Oracle). Succeeded in producing a creative, low-cost software solution that resolved performance issues permanently—despite the complexities of assessing the application’s performance from three diverse perspectives of call center agent, field engineer, and Oracle DB. Outstanding service, combined with on budget, on time delivery, prompted a firm offer of permanent employment.

	    Analyzed performances and benchmarked project, directing the implementation and rollout of a $US1M Object Oriented CRM application project catering to 450 call center agents within a leading US-based insurance company, Liberty Mutual while navigating a “minefield” of pre-existing political issues.

	    Stabilized CRM “bug” for Liberty Mutual producing screen losses in quotation and order screens. Upgrade to newer middleware components resolved issue that had caused frustration over many months.

	 

	INDEPENDENT CONSULTANCY, Antibes, France
	1994–1998

	IT Business Analyst

	Shaped strategies to position small- and medium-sized companies for growth. Analyzed business infrastructures, philosophies, and anticipated market expansion, delivering recommendations across areas of system architecture, hardware/software purchasing, and IT/internet training. Projects were typically brief, and all were produced on time, on budget, to specification.

	    Increased revenues through the direction of well-conceived and executed marketing programs.

	    Trained personnel in the nuances of “Accelerated Learning Strategies” for improved performance and productivity.

	 

	ANDERSEN CONSULTING, Sophia Antipolis, France
	1992–1994

	International Consultant

	    Directed team of 8 on $150M project for Argentina’s largest oil company. Led implementation of X.25 network integration with AS/400 architecture, terminal connections, and satellite communications. 

	    Engineered the conceptual client/server architecture design for ISCOR in South Africa.

	    Presented client/server technology training at the company’s global Center for Professional Education in St. Charles, USA.

	    Collaborated on the development of the company’s 5-year strategic technology plan.

	 

	PRIOR ENGAGEMENTS

	    GSI, Paris, France (1990–1991). International Consultant

	    IBM, European Headquarters, Paris, France ( 1987–1989). System Analyst

	 

	EDUCATION

	 

	Bachelor of Science
Hogeschool Zuyd University of Professional Education, The Netherlands
Mathematics | Management | Information Services
Technical University, The Netherlands
Certified Practitioner in NLP • Certified Instructor for Tony Buzan
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