	Gwendolyn Thomas James 

3950 Battersea Pl  (  Richmond, VA 23223  (  804-771-3453 (O), 804-269-7422 (H) (  gwendolyn.james@dom.com

Business Systems Analyst/Project ManageMent

Certified Business Systems Analyst with over 15 years of success in business process improvements. Experience includes managing multiple IRS Customer Service offices and groups providing high levels of service; motivated employees and co-workers to deliver top performance. Extensive knowledge of IT technologies and best practices. Experience in the creation and deployment of solutions, systems and information assets for diverse companies and organizations. Backed by strong credentials and a proven history of on-time, on-budget, innovative and high-quality project completions.

Key Skills

	— BSA Certification

— Project Management
— Process Analysis

— Facilitator/Instructor Certification
	— QA/QC/Process Improvement

— Change Order Management

— Six Sigma Blue Belt

— Employee Development/Training
	— Teambuilding
— Cost-Reduction Strategies
— Multiple Software/ Program Proficiency

— Web Design/Maintenance


Employer Summary

Dominion Resources Services, Inc. (Richmond, VA) — Forms & Procedures Analyst, 11/2000 to Present

· Instrumental in overhauling and automating Corporate Forms System and Process. 

· Analyzes business systems and practices to ensure customer need and objectives are being met.

· Analyzes and designs paper and electronic forms.

· Prepares layouts and drafts for forms, policies, and website.

· Writes and edits Corporate Policy and Procedure manuals.

· Researches and advises on new or existing policies, procedures, and forms.

· Coordinates and schedules projects with other departments to ensure timely distribution of products.

· Assists Coordinator in creating and maintaining On-line Forms Database.
· Collaborates with others to share information and new ideas to ensure company goals are being met. 

· Served on several Six Sigma Black Belt and Green Belt Teams.
Quatum Resources (Richmond, VA) — Technical Writer, 09/1998 to 11/2000

· Automated Performance and Maintenance Manuals for remote access and Intranet usage for VA Power Fossil & Hydro Work Stations.

internal revenue service (Richmond, VA) — Supervisory Tax Technician/Lead Quality Reviewer/Customer Service Rep, 10/1986 to 6/1998

· Supervised group of 14 Customer Service Call Center Representatives and the Customer Service function of 13 satellite IRS offices throughout the state of Virginia. 
· Collaborated across teams to share information and coordinate on new ideas at the weekly meetings.
· Established ambitious, attainable, and measurable expectations for subordinates.

· Researched and interpreted complex tax law and account issues.

· Advised and assisted Customer Service Representatives, Specialist, Managers, and the Regional Office on procedural and tax related issues.

· Worked with Regional and National Offices in adapting national directives to local rules or limitations.

· Analyzed, evaluated, and provided input on monitored or reviewed areas to identify trends, problem areas, good performance, and weak performance.

· Developed and maintained spreadsheets, flow charts, metrics, etc. on local, regional, and national data to assess weak areas, trends, and training needs.

· Developed and edited training materials and employee procedural and tax law related newsletter. 

· Lead by example to ensure the execution of all company policies.

Kmart corporation (Virginia Beach, VA) — Assistant Store Manager, 06/1982 to 5/1986
· Supervised front-end, merchandising and general operations of retail store.
Education

· university of virginia (Charlottesville, VA) — BA English/Sociology, 1982
· virginia Commomwealth university, j.sargent reynolds community college, Techhead (Richmond, VA) – Various Business, Accounting, Leadership,  IT Courses and Certifications
· Business Systems Analysis Certification, 2005
Six Sigma Blue Belt Projects
· Forms Automation/ Web Design (Cost Savings)
· Printing Services Negative/Print Plate (Cost Savings)

· Non-Stocked Forms (Cost Savings)

· Tag Printing (Cost Savings)

· Records Review (Cost Savings)

· Vendor Orders (Cost Savings)
· Mail Services - Castlewood (Cost Savings)
· Avanti Forms Order/Invoice Processing (Cost Savings)
· Printing Services Process (Process Improvement)

Awards 

· Highest Achievement Award - Quality Step Pay Increase Performance Award 1988, 1989, 1992, 1993, 1994

· Distinguished Manager Award 1990, 1991

· Mandatory Award for Outstanding Performance 1995, 1996, 1997, 1998 

· Runner up Federal Leadership Award 1994

· Spot Cash Award for Forms Automation and Web Design - 2003

· Spot Cash Award for Innovation and Process Improvement – 2004, 2005 
· Volunteer of the Year (Dominion) – 2010 
· Volunteer of the Year (Henrico County Public Schools) – 2010
Volunteer Activities
· Board Member Highland Spring Youth Football Association, Highland Springs High School PTSA, High Springs Football Boosters, Daycare, Homeowner’s Association
· Mentor (Highland Springs High School)

· Volunteers for Youth

· Big Brother/Big Sister

· Grandparent Adoption 

· Zeta Phi Beta Sorority (Service)

· Classroom Parent

· Central Virginia Foodbank
·  Lunch Buddies 

· Junior Achievement
· Organizer and Chairperson Youth Ministry, Asst. Treasurer, Trustee (Union Baptist Church)
References

Available upon request
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