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Qualifications Profile
Proven executive with experience in providing strategic direction, developing, planning and implementing initiatives that drive business development, employee engagement and operational productivity improvements.  Demonstrated expertise in human resource, sales and marketing, customer service, and project management supporting turnaround and significant growth in companies.  Experience with call center, operational support, training, as well as direct customer interaction environments.   Flexible and adept; thrives in an environment of constant challenge, diversity and high stress.  Possesses excellent communication and interpersonal skills; able to develop and maintain rapport within all levels of the organization.  Exceptional reputation for strategy development and execution delivering outstanding results.

Areas of Expertise: Company turnaround and growth; Human Resources, Sales and Marketing, Customer Service and Communication strategy development; Employee and Team Development; Information Technology systems implementation and integration; Project Management
Experience
Vice President – Human Resources & Employee Development, 	
Silver Airways, May, 2011 – June - 2013
Responsible for all Human Resources departmental functions including:  recruiting, pre-employment screening, background checks, onboarding, benefits, compensation, employee relations, anti-drug and alcohol program, corporate communications, corporate travel, interline pass benefit programs, as well as team development. 
Launched the corporate training department resulting in standardized employee training, employee orientation, performance appraisal and interview process improvements.
Developed a comprehensive communications process to enhance internal communications resulting in better engagement of employees.
Implemented human resources recruitment and onboarding processes to support an approximate growth of 200% in revenue and total company headcount in less than two years.
Led the implementation of a new HRIS to support human resource, benefit administration, recruitment and employee/manager self-service functions transitioning the department from a paper environment to the efficiency of an automated database system.  Oversaw the rollout of the employee benefit self-service program including training and communications support. 
Directed the redevelopment and rebranding of the company from insolvency through unprecedented growth in revenue from $85M to $150M in 24 months.
Project Manager – Desktop Field Support Information Technology, 
US Airways, December, 2008 – May, 2011
Responsible for all Project Management activities supporting desktop technology within the Caribbean, Latin America and South America regions.
Directed the development of the Information Technology Emergency Response plan in support of the Corporate Incident Response Management.  Developed the policy manual used to train the IT department on the plan and supported quarterly training events to ensure a constant state of readiness to implement.
Led the Project Management for the corporate-wide deployment of Windows 7 and Microsoft Office 2010 platforms on approximately 18,000 assets. Responsibilities included all project management activities, communication, coordination of application testing, and deployment of hardware and software.
Established standardized project management and project communication methodologies resulting in better resource utilization and resource waste reduction.


Sales Associate, Sears Holdings, Inc., September, 2008 – May, 2010
Sales Associate with the major appliance department, responsibilities included assisting customers with their product review, selection and arranging for delivery, installation, as well as selling peripheral products to complement the appliance purchases.  Excellent customer service and product knowledge skills were the primary requirements demonstrated on a daily basis to ensure successful sales techniques.

Director – Administration & Human Resources, World Atlantic Airways, March, 2008 – June, 2008
Reported to the President  & CEO and the Executive Vice President & COO with responsibility to plan, direct and ensure compliance with the company’s objectives, as well as to manage the daily administrative and human resource activities
Implemented a new payroll and human resources system as well as the 401k plan  within 60 days

Vice President – Commercial Operations & Administration, 
Director – Sales, Marketing & Communications, 
Caribbean Sun Airlines October 2005 – March 2008
Responsible for managing the service activities including business development, in-flight service, sales and marketing, human resources, corporate communications, call center, pass bureau, branding, advertising and customer relations.
Developed the marketing, communication, and sales strategy resulting in a 20% increase in revenue within 6 months.
Developed, negotiated and implemented an outsourced reservation sales strategy that increased the call center service from 16 to 24 hours per day and reduced overall costs by 15% while adding customer email support service functionality.
 Vice President – Customer Service & Administration, Atlantic Southeast Airlines, 1999 - 2005
Responsible for the company’s marketing, corporate communications, customer care, employee relations, as well as brand initiatives, customer service initiatives, and customer engagement measurement.
Led the Customer Service and Administrative teams through a six year period of annual double digit growth while significantly improving customer service.
Implemented company-wide training initiatives designed to define the company’s culture with specific focus on customer service behaviors and the value of teamwork resulting in improved customer engagement scores.

General Manager – Human Resources & Employee Services, Airport Customer Service, 
Delta Air Lines, 1980 – 1999
Developed the internal communication plan to engage employees in the company’s customer service strategy.
Ensured maximum utilization of manpower resources through effective management of scheduling and reporting functions.
Enhanced career development activities by initiating a comprehensive employee services strategy to ensure talent was matched with corporate needs.
Additional Roles at Delta:  
Manager, Training, Communication and Performance Assurance (Delta Express, Atlanta, GA)
District Sales Manager (South Central Texas)
Senior Sales Representative / Sales Representative (Orlando, FL)
Automation Support Representative (Washington, D.C., Baltimore, MD)
DATAS II Instructor (Atlanta, GA Training Center & On-Site Customer Locations)
Reservations Sales Representative (Washington, D.C Call Center)
Flight Attendant (Boston, MA)
Education
Associates Degree- Catonsville Community College
Major: Air Transportation
Certificate Human Resource Management – Florida Atlantic University
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