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(859) 384-0541
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http://www.linkedin.com/in/DonaldRBarber

PROFESSIONAL SUMMARY

· Possess a broad range of business performance improvement skills and a consistent record of success in consulting with senior executives to develop effective solutions to strategic issues such as the need to:

o improve operational costs and efficiencies by transforming business processes

o delight customers by delivering industry-leading levels of service and quality

o accelerate revenue growth by capturing greater market share

· Have successfully demonstrated these skills by implementing strategic performance improvement programs to achieve large-scale transformational change at leading companies in a wide range of industries such as
· Financial Services: SunTrust Bank, Fidelity Investments, Mellon, Dreyfus, Bank of New York
· Transportation Services: Northwest Airlines
· Business Services: Dun & Bradstreet
AREAS OF EXPERTISE

Possess BS and MS IE degrees with in-depth knowledge and expertise in the following:

· lean/six sigma improvement programs 

· enterprise wide business transformation

· program/project management   

· business/strategic planning 

· process redesign and reengineering

· Change management and strategy consulting 

· cost and productivity programs

· total quality/voice of customer programs 

CAREER HISTORY AND MAJOR ACCOMPLISHMENTS

2011-present: Smart Consulting, LLC (boutique firm focused on business process transformation)
Responsible for managing engagements to redesign/transform business processes utilizing lean/six sigma methods to achieve improved operational efficiency and service quality

· “Top 5 Bank A”- optimized future state processing capabilities by designing (a) staffing/capacity models, (b) performance measurement scorecards, and (c) “root cause analysis” quality controls   

· “Top 5 Bank B”- redesigned mortgage foreclosure sale processes end-to-end to ensure compliance with regulatory agencies, provide fair/consistent decisions, and reduce backlog volumes 

2006- 2011: SunTrust Bank (the nation’s 7th largest bank)

Group VP Enterprise Business Process Services- responsible for leading major transformation programs in the retail channels to reduce costs, increase sales, and improve customer experience

· Reengineered branch and call center sales and service processes to fundamentally change the way we sell to and service our clients through new, integrated teller/platform and call center systems to deliver expected annual improvements of $500 million in sales and $50 million in costs
· Delivered $12 million in expense savings as part of SunTrust’s E2 corporate efficiency program
· Redesigned implementation process for online check deposit services to support a 65% volume increase, a 90% reduction in customer defections, and a 60% improvement in cycle times 
· Utilized” voice of customer” research to define key performance measures for retail channels in order to reduce account attrition rates 10% through improved client satisfaction and loyalty 
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2003- 2006: Fidelity Investments ​ (one of the nation’s top 3 investment firms) 

Business Transformation Leader- responsible for consulting engagements with LOB executives corporate wide to implement transformation programs to achieve operational and service excellence

· redesigned end-to-end processes for opening and activating brokerage accounts to reduce costs 30% ($14.5 million) and improve overall service quality by 25% 

· developed new operating model for Fidelity’s stock services business unit to grow  revenues by 50% and reduce costs by $7 million per year
· instituted lean manufacturing concepts in back office fulfillment processes for brokerage statements and enrollment kits to reduce expenses by $5.5 million per year

· utilized “Voice of Customer” and six sigma design methodology to develop a growth strategy for FMR’s catering business (“Sebastian’s”) and increase revenues by 30% 
2000- 2003: Huntington Bancshares (a $50+ billion mid-west regional bank)
Director, Operational Excellence- responsible for implementing a corporate wide “Operational Excellence” program to achieve industry leading performance in service and productivity
· instituted continuous improvement program in loan operations to reduce staff 30% (162 FTE) 

· optimized production schedules in check processing areas to reduce labor costs $2 million

· redesigned cash delivery network to reduce excess cash inventory levels by $4 million

· reduced indirect loan/lease service cycles to increase business wins by $100 million annually

· improved call center staffing and voice systems to increase service levels from 64% to 88%

1992 -2000:  Mellon/Bank of New York (a global trust and asset management services firm) 

Vice President, Business Planning & Performance Improvement- responsible for providing management consulting services to senior executives enterprise wide to identify and implement strategic program initiatives to improve service, costs, and overall profitability

· utilized six sigma analysis techniques to optimize staffing levels for savings of $10 million/year

· designed a service improvement strategy for Dreyfus customer call centers to achieve industry leading levels of service and generate $17 million/yr. in additional sales and profits

· implemented “best practices” benchmarking cost reduction program to achieve savings of $90 million/yr. from Mellon’s $3 billion acquisition of the Boston Company from American Express

· developed profitability model for Dreyfus mutual funds and increased earnings by $26 million/yr.

· developed strategic plan to reduce Trust LOB unit costs 25% and achieve top 3 industry position 

1988-1992: Northwest Airlines- Director, Management Consulting
1984-1988: Dun & Bradstreet- Manager, Industrial Engineering

PUBLICATIONS, PRESENTATIONS, AND HONORS

· “Using 6-Sigma to Drive Lean Processing,”  Six Sigma Financial Services Conference

· Inducted into the” Industrial Engineering Academy” for distinguished professional achievements

· “Optimizing Corporate Staffing Levels Through Strategic Benchmarking,”  IIE Conference

· “Keys to Improving Productivity In the Services Industry”, IIE Conference

· “How to Maximize Returns from Strategic IT/Systems Investments,”  ICM Conference

· “Beyond the Basics of Reengineering," (published by IE & Management Press)
DEGREES & CERTIFICATIONS

· M.S. and B.S. Industrial Engineering, University of Arkansas

· Six Sigma Certification (Master Black Belt) 

· Lean Practitioner Certification
· Certified Analytic Professional
· Milliken & Co. Performance Excellence Program Certification
