
Lizanne Chance

10525 Cox Lane, Dallas, TX 75229

Mobile: (818) 723-2099

lizchanc@pacbell.net
Summary of Qualifications

A highly qualified leader offering 15+ years of resource management, training, customer service, project management, facilitation, and communication skills.
Most recently managed a team in a program management office to support project managers, training, and a document library for a multi-million dollar technology project for a large health insurance company. 
Practical business skills include training, instructional design, resource and budget management, strategic planning, and project management.
Technical Skills: MS Office (Word, Excel, Powerpoint, Outlook), MS Project, AS400, and MS Project Server

Experience and Accomplishments

DOULOS PROJECT MANAGEMENT Training, Dallas, TX






2012 - 2012

Currently enrolled in a program for the Project Management, PMP Certification Exam.
STAFFMARK TEMPORARY AGENCY, Lewisville, TX

Help Desk Analyst, Information Technology









2011 - 2011
Temporary assignment managing the conversion of 400 employee network conversions across the US, by way of tier one Help Desk support. 

· Created and managed a daily call schedule to perform outbound calls to affected employees to perform network conversions, remotely.
· Utilized remote ghosting software to run employees laptops in order to perform the necessary steps for the conversion. 
· Worked with the programmers on a call script and procedures for the conversion, which changed daily due to numerous laptop configurations.
· Maintained daily reports with Excel regarding call status and issues log.   
BLUE SHIELD OF CALIFORNIA, Woodland Hills, CA







2008 - 2010

Senior Program Manager, Information Technology, 2009 - 2010

Senior Program Manager Consultant (BearingPoint Consultants), 2008 - 2009

Led a team of training analysts in a Program Management Office to support a multimillion dollar Information Technology software project which employed one thousand employees.  

· Led a team of trainers and analysts to assess and re-design several program training courses; converting classroom courses into a webinar format, saving the program thousands of dollars in employee and contractor non-production training costs. 
· Managed a large program guideline document library, including assessment and redesign of all program protocols and guidelines; reducing 20+ page documents down to 2 to 4 page job aids, which increased the usage of the protocol library by 60%. 
· Developed a protocol compliance process for the program office to ensure a 95% compliance of all protocols and guidelines for the program.
· Interacted with company executives to educate on new processes developed within the training department. 
· Managed a Customer Support Help Desk for 1,000 users of Microsoft Project Server. The average numbers of calls a day were reduced by 50% due to redesigned training programs and streamlined program protocols.
LOWES HOTEL, Santa Monica, CA





      



2007 - 2008
Business Center Manager

Responsible for guest relations and technical support of a 345 room luxury hotel business center.

· Assisted guests with business center functions such as office support.
· Assisted all hotel departments with shipping and receiving. 
· Managed cash and credit transactions with guests.
· Maintained computers in the Business Center for the guests to use and coordinated with external technical support as needed.
LANDSCAPE DESIGNS BY LIZANNE, Winnetka, CA





      

2006 - 2008
Owner and Landscape Designer

Developed and managed a residential landscape design company to support full property redesigns and seasonal planting. 

· Conducted residential landscape needs assessments, developed landscape designs, and provided on site project management for the installation phase. 
· Provided clients with after care plans for their newly installed plants.
BLUE SHIELD OF CALIFORNIA, Woodland Hills, CA







1997 - 2006

Training & Communications Senior Manager, Information Technology, 1997-2006

Responsible for building and leading a team of trainers, writers, web developers, and programmers to design and implement companywide training programs to support various operational areas. This effort saved the company thousands of dollars over the cost of commercial training courses. 

· Increased companywide training demands by 80% after developing and implementing a marketing plan and facilitating in-person conferences and webinars to educate the company about the training department services.
· Reduced external vendor training costs by 50%, throughout the company, by developing in-house classroom courses offering the suite of MS Office programs. These courses were offered as weekly courses or lunch hour “just-in-time” sessions. 
· Developed and maintained a computer-based training center and Learning Management System for 4000 employees to take a variety of courses 24/7; including mandatory, companywide courses, such as HIPAA and Code of Conduct, as well as optional courses, including MS Office. 
· Performed project management oversight for six to eight concurrent department projects, ensuring that all projects met their targeted timelines 100% of the time. 
· Assisted Human Resources to facilitate various leadership courses on Performance Management and New Hire Orientations.
CAREAMERICA HEALTH INSURANCE, Woodland Hills, CA





1993 - 1997
Trainer, Analyst, and Instructional Designer, 1995-1997

As a technology trainer and analyst, responsibilities included performing a liaison role between IT and operational departments to ensure successful communication, training, and implementation of new operational software for Customer Service and Sales departments.

· Participated in all phases of implementation of projects ranging from requirements gathering, QA testing, training, implementation, and end-user support.
· Designed all training materials and facilitated various types of training courses to a range of audiences from customer service representatives to executives. 
· Provided ongoing customer support after initial project and training launches.
Customer Service Operations Supervisor, Trainer, and Instructional Designer, 1993-1995

Responsibilities included supervising and training new customer service telephone representatives on all aspects of Medicare operations ranging from health insurance benefits, claims, appeals and grievances, and software training. Training delivery methods included, classroom, computer-based, and on-the-job. 

· Developed, managed, and facilitated a five-week, new hire training course, delivered through classroom and on-the-job, to increase employee expertise with customers. 
· Developed desk top reference guides and job aids, which reduced service representative call times by 50%.
· Conducted ongoing training audits and performance reviews to consistently support department customer service compliance standards of increasing average speed of answer, reducing call time, and consistently providing accurate information to customers.
Education/Training

· BA Degree, Marketing, CA State University, Long Beach 
· Instructional Design Certified, Langevin Learning Services, New York, NY
· Information Mapping Certified, InfoMap, Los Angeles, CA
· Performance Management Training Certified, Blue Shield of CA, Woodland Hills, CA
Additional Interests

Cooking, landscape design, water color painting, gardening, tennis

References provided upon request.


