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[image: ]LEADERSHIP QUALIFICATIONS PROFILE

QUALITY-DRIVEN, STRATEGIC LEADER noted for championing significant process and performance improvements across business operations. Valuable executive contributions include operations standardization, production optimization and quality assurance. Core executive team member and driver for swift resolution of production, employee, software, and hardware issues. Possess strong field expertise in start-up development, staff cultivation and workforce diversity planning. Compliant in Information Protection, HIPAA and OSHA laws and regulations. Knowledgeable of Six Sigma.

EXPERT PRESENTER AND COMMUNICATOR; able to forge solid relationships with community partners and build consensus across multiple organizational levels. 

DYNAMIC LEADER, skilled at building top-performing teams focused on impeccable service delivery and accountability for goal achievement.

RECOGNIZED SUBJECT MATTER EXPERT in strategic operations, workforce optimization and employee communication.

DROVE STRATEGIC IMPROVEMENTS across workflow coordination, cost controls, risk management, data integrity, and budget administration.

CONSISTENTLY GENERATED updated procedures and continuous process improvements to improve operational efficiency and increase profitability.

DIVERSITY COORDINATOR for Diversity Luncheons, Food Drives, Toys for Tots and Diversity in the Workplace Seminars.

[image: ]
PROFESSIONAL EXPERIENCE

Supervisor Corporate Claims | VALUEOPTIONS					2013-2014
Latham, NY
· Supervised, provided direction and mentored assigned staff for 28 full time Claims Processors, Claims Analysts and Technical Advisors for ValueOptions Horizon Blue Cross Blue Shield of New Jersey contract.
· Represented department during both internal and external meetings and other special projects as assigned.
· Responsible for understanding and communicating client performance guarantees to staff.
· Partnered with all levels of management to develop and implement staffing plans.
· Managed staff needs by organizing, conducting interviews and hiring candidate selections to join the ValueOptions processing team.
· Evaluated and controlled workflow within the team.  Ensured processor assignments were appropriately aligned in order for performance guarantees to be met.
· Contributed to a team environment by maintaining good interpersonal skills related to peers and management and demonstrated flexibility and support in meeting department goals.
· Maintained strong collaborative relationships with the Training Department, Project Coordinators, Internal Testing Staff and Executive Management.
· Lead testing and evaluation skills that supported the User Acceptance Testing (UAT) phase for the implementation of the Horizon Blue Cross Blue Shield of New Jersey contract for ValueOptions.
· Identified best practices that created more efficient processes.
· Presented analysis and proposed solutions of benefit, system and claims adjudication issues to the Manager.
· Developed and implemented strategic goals for staff to achieve strong development and robust delivery of performance reviews.
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PROFESSIONAL EXPERIENCE

Senior Operations Manager | Assistant VP BANK OF AMERICA				 2005-2013
Kingston, NY
· Effectively trained and directed a staff of 7 full-time employees and 150 vendor employees; actively overseeing operation functions such as workflow optimization, performance reviews and conflict resolutions.
· Actively maintained 90% workforce retention across multiple management change through proactive employee relations and open communication despite changes in ownership size/structure.
· Consistently managed a $100K supply budget, reducing supply costs by over $1,000 each day.
· Streamlined production operations, enforcing high quality standards while scanning 50 million NYS tax documents under contractual deadlines.
· Drove the development and implementation of innovative hardware and software solutions, efficiently reducing workforce requirements and man-hours.
· Recognized as the first department to reduce workforce costs by eliminating temporary workers and controlling overtime.
· Launched strategic initiatives in support of a business financial productivity challenge, saving the department over $300K.
· Streamlined a site closing with $1M in inventory and the consolidation of supplies and equipment to 18+ local organizations.
· Recipient of the Outstanding Leadership and Commitment Award through the Bank of America Global Recognition Program.
· Bank of America Community Volunteer – Participated in the United Way Day of Caring, American Cancer Society and Project Hope.
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Operations Manager II BANK OF AMERICA						 2003-2005
Kingston, NY

Operations Manager I BANK OF AMERICA						 2001-2003
Kingston, NY

Operations Supervisor II BANK OF AMERICA					 1998-2003
Kingston, NY

Tax Processing Data Cap Operations II BANK OF AMERICA				 1996-1998
Kingston, NY
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Bachelor of Arts in Communications MARIST COLLEGE

Associate of Science in Business Administration COLUMBIA-GREENE COMMUNITY COLLEGE
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