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SUMMARY
Strategic, experienced operations leader, trainer, and project team member with broad experience implementing a variety of projects contributing towards employee development and productivity while maintaining a strong customer focus.  Talent for proactively identifying and resolving problems – business/operational process improvements, customer care initiatives and team building opportunities. Highly effective in influencing employees towards the achievement of organizational goals & work effectively with a wide array of personnel.  . Expertise includes:
	· Analysis, problem solving and strategic thinking
	· Organizational Development

	· Organization, follow-up and documentation for seamless knowledge transfer
	· Performance Management

	· Strong technical writing skills
	· Communication and team building across all levels of an organization

	
	


PROFESSIONAL EXPERIENCE

Genworth Financial (Formerly GE Financial)                       


        2004-2011


Retirement Income and Protection 


                                         Richmond, VA
Operations Team Leader (2010–2011)
Led a team of 19 annuity operations’ case managers with FINRA Series 6 licenses.  Ensured team performance consistently met customer expectations by reviewing performance trends and addressing training opportunities. 
· Managed overtime and over-head costs to decrease cost per application by 45%.

· Designed a communication strategy with the entire management team.

· Developed career pathing and individual development plans for associates.
· Wrote and delivered annual performance reviews for direct reports.
· Solved performance issues through learning and development solutions.
· Maintained productivity levels during department reorganization.
Operations Trainer (2009–2010)
Managed training for 75 associates from needs analysis, design and developing training modules (e-learning and in-class) through facilitation and evaluation. Established program and learning objectives, documentation, and training materials.  Facilitated annuity training classes to include products, systems, processes, and customer service techniques; created an engaging classroom environment and appropriately managed performance throughout training. 
· Reduced training time for fixed deferred annuities by 85% by developing e-Learning modules.
· Created a cross functional e-learning module to emphasis processing of market trades to avoid a loss.  Resulted in a 21% decrease in loss.
· Recognized by the senior leadership team and peers for Integrity, Performance and Clarity.
Variable Annuity Product and Procedure Expert (2006-2009)
Developed, maintained and modified over 50 standard operating procedures for Case Management and Performance Analyst job functions. Worked with the respective team leader and associates to develop plans to improve knowledge and performance level of the overall team and the individual team members.  

· Trained new hire associates in variable and fixed annuity product knowledge and industry acumen in a classroom learning environment.

· Assisted Operations training team in developing and delivering necessary new product introduction training for New Business associates resulting in an increase their average accuracy rates by 4.7%.

Variable and Fixed Annuity Performance Analyst (2004-2006)
Coached, mentored, and partnered with case management team of 30 associates in the annuity new business department.  
· Increased case accuracy from 70% to 96% during an 8 month period resulting in few customer complaints and decreased reissue rates.
· Accounted for 12% of all Variable Annuity contracts issued as well as 7% of fixed annuity contracts issued during this time period. 

Time Warner                                                                                                                    1998-2004                                                                                   

Time Life Customer Service, Incorporated                                                                 Richmond, VA
Senior Training Specialist  
                                               
          
· Provided ongoing management reports on financial status plus feedback to corporate headquarters on products and marketing strategies.

· Designed and maintained Intranet website to expedite data searches

· Developed marketing strategies to increase revenue, including working with management executives on cross-sell, up sell and retention.  
· Trained 250 customer service specialists each month to become more effective in communication, problem solving and marketing products.  

EDUCATION

Virginia Commonwealth University                                                                             Richmond, VA

Bachelor of Science in Business with a Major in Economics
PROFILE

· Proficient in Microsoft Suite and advanced knowledge of Excel, Access, Word, Outlook, FrontPage, and Visio

· FINRA Series 6 and 26 Licenses
