DORA G. GAINES

P.O. Box 15174, Richmond, VA  23227,  (804) 730-4597

PROFESSIONAL SUMMARY

Accomplished process manager and project management professional with 10+ years of proven experience in organization communication and process improvement 
· Project and Process Manager with experience in process improvement, documentation, planning and tracking.
· Solid technical writing skills with experience in RFP, Process Maps, SOP’s and Statement of Works
· Strong communications skills with excellent writing abilities and 10 years of writing experience
PROFESSIONAL EXPERIENCE

Freeadvice.com, Richmond, VA







   2011- present

Technical Writer (virtual contractor)
Write and edit insurance content for online web service.
· Writes, edits, reviews, insurance articles for online website creating and supporting the insurance content for the website according to established SEO and HTML standards.  
· Works with Editor and Manager to create content that supports business initiative and that adheres to established style, formatting and structure standards.
· Respond to FAQ questions on website’s question and answer section, establishing customer base and driving website traffic and income
VIRGINIA PREMIER HEALTH PLAN, Richmond, VA

                              2008-2010
Assistant Manager, Member Operations
Management responsible providing daily supervision to 17 member services staff.
· Project management skills, responsible for project for member services area as assigned.

· Monitored  and tracked projects using MS Project and reported status to senior management and other stakeholders

· Weekly reports of process performance including both balance score card metrics on member services stats. 

· Reported Wrote and design Standard Operation Procedures for member services area.
· Designed process maps using Flow Breeze resulting in process improvement for the department leading to better over all efficiency in process and better member experience.
· Identifies and drives process improvements for increased quality and efficiency for member services area.
· Responsible for improving business process flows between for claims, medical mgmt, transportation, pharmacy and member services.
Genworth Financial, Richmond, VA



                             2003-2008 Senior Insurance Buyer (2004-2008)
Buyer responsible for leading projects for the procurement of claims systems and services. 
· Worked closely with cross functional teams and SME to conduct needs analysis, define scope, determine budget and resources required to ensure project deliverables were met during the procurement process.  Use Project management methodologies to move RFP thru each phase until contract implementation.  
· Composed and distributed Requests for Proposals (RFP’s) to vendors for systems and service acquisitions. Analyzed submitted responses and negotiated contracts terms while maintaining deadlines.  Developed and delivered presentations for vendors and senior management regarding project requirements.
· Authored Statements of Work (SOW) that outlined project scope and deliverables that provided clear direction to selected vendor. Worked with on boarding vendors and vendor management.
· Applied Six Sigma tools to improve and streamline vendor selection ensure cost containment. 
· Actively researched insurance products, services, and suppliers to meet the changing needs of the business.
· Ability to build and maintain strong relationships with internal and external customers while balancing diverse stakeholder interests. Worked closely with management and departmental team members to conduct needs analysis, scope, budget and resources needed ensure project deliverables are met within the RFP process.  
DORA G. GAINES  (continued)
Consumer Affairs Specialist (2003-2004)
Responsible for recording, tracking, and resolving regulatory and consumer complaints for Long Term Care and annuity product lines.
· Investigated regulatory and consumer complaints from all 50 states. Communicated daily in writing with State Departments of Insurance, complainants, and policyholders in accordance with state statutes adhering to strict deadlines. 
· Designed report queries that exposed trends in consumer complaints and inquiries using Business Objects software. 
· Recommended and implemented process improvements based on these trends resulting in better design of training and reduction of regulatory complaints by 30%.
· Used visio to process map consumer affairs process in order to document process improvement.
· Applied Six Sigma tools to map out and improve the consumer affairs process.
METLIFE AUTO AND HOME, Richmond, VA              




     1997-2003  

Property and Casualty Sales Agent 
Sales Representative responsible for increasing customer base and maintaining existing accounts.
· Developed marketing plan that included direct mail, telemarketing, and face-to-face sales presentations that enabled me to meet and often exceed monthly sales targets.
· Conducted underwriting and risk management activities in order to process customer applications.
· Retained customers by providing excellent customer service and reviewing customer policies on a periodic basis.
· Awarded Advance Property and Casualty Council (1997-2001) and MetLife Sales Conference Winner (1999)
Nationwide insurance, Richmond, VA                                                                        1996-1997
Master Claims Adjuster (Commercial Liability)
Claims adjuster  with responsibility for investigating and interacting with claimants and attorneys.
· Investigated commercial liability claims; negotiated with claimants and attorneys to reach equitable settlements including bodily injury claims. Requested and reviewed medical reports.  

· Corresponded with claimants or attorneys requiring strong written, verbal and analytical skills.  

· Obtained recorded statements and determine liability requiring strong problem solving and organizational skills. 

· Explain and interpret commercial coverages. Prepare files for court trials. 

· Required written and verbal communications skills as well as strong negotiation skills. 
EDUCATION 
Virginia Commonwealth University, Richmond, VA, B.S., Mass Communications

Area of Concentration: Public Relations/Organization Communications 

LICENCES

Property and Casualty Agents License for the State of Virginia • Life and Health Agents License for the State of Virginia

SKILLS
Proficient in Microsoft Office Suite (Word, Excel, PowerPoint, Flow breeze/Visio), MS Project, Business Objects, 
Completed Classes

• Advance Excel Data Management- VA Premier
 • Six Sigma Training Course- Genworth Financial • Project Management Overview- VA Premier  • Adv. Negotiation Skills- U of R School of Business 

▪ Project Management and Process Mapping- VA Premier

 



