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SUMMARY

Content strategist adept at translating business needs into Digital solutions. Focus on meeting business goals while offering the best user experience and ease of use. Senior writer with experience in copywriting, technical writing, usability, information architecture, web development, accessibility, and content management.

Specialties

Content strategy, writing for the Web, technical writing, editing, re-purposing content from print to Web, process documentation, wireframes, content taxonomy

Experience

Technical Writer–Veredus Corporation – Contract with SunTrust bank (2012)

Collaborated with subject matter experts to document mortgage and consumer bank operations process for SunTrust Bank. 
· Partnered with subject matter experts to write, edit, and manage documentation deliverables such as procedure documents and process flows using prescribed templates. 

· Ensured the documentation was written in clear, concise language, following SunTrust style guide. 

· Partnered with project managers and workstream leads to coordinate documentation according to project schedules.
· Conducted final edit reviews on all documentation created during project lifecycle, ensuring adherence to corporate style guide and basic proofreading.
Capital One Financial Corporation, Richmond, VA (1994-2012)
Senior Process Manager - eGovernance, Digital Sales Operations (2011 – 2012)

Managed the process for Web accessibility reviews, ensuring that Web properties created by third party agencies or our internal developers were built to the WCAG 2.0 level AA accessibility standards and were 100% accessible prior to launch.

Senior Process Manager - Design team, Digital Sales Operations (2011)

Created and managed the Digital team’s creative review process for Web properties and emails.

Senior Content Manager - Card Online Banking, Digital Sales Operations (2007-2011)

Managed the process and delivery of content on site search for corporate Web properties in an Agile environment. Also managed cross-sell marketing platform, which delivered $20,000 per year revenue-generating marketing banners on online banking sites.

· Partnered with IT and other departments on project feasibility and marketing strategy.

· Tracked and reported on-site search activity.
· Reduced call volume by 11% as a result of providing a customer self-service vehicle with robust search content.
· Wrote standards and processes for the online marketing platform, which established a weekly deployment cycle of cross-sell marketing on the online banking site.

· Wrote test cases and test plans for successful testing pre- and post-launch resulting in 100% error free deployments. 

· Aggregated content from various internal sources to deliver meaningful search results to users looking for information on www.capitalone.com. 

· Managed content for site search on US online banking platform (serving 12 million registered US customers) and Canadian online banking platform (serving 3 million registered users).

· Worked in tandem with cross-functional teams that actualized initiatives from inception to completion to ensure that relevant information was available in site search results.
Senior Web Content Manager - eCommerce, (2005 –2007)

Provided copywriting, customer experience, usability, and information architecture expertise on large- scale projects, improving site usability and reducing customer complaints by 12%.

· Wrote error messages and help content for online banking pages by interviewing developers on the function and expected outcome of each page. 
· Created visual prototypes in wireframes using Visio to illustrate the customer experiences and proposed solutions to customer requirements.
· Consulted on site information architecture for business-to-business partnerships, using customer experience principles such as clear, succinct, useful copy, and a logical user flow to the Web pages.
Web Copywriter - eCommerce (2000 – 2005)

Owned copy functions for all Internet and e-mail copywriting projects on www.capitalone.com, including Web site copy and banner ads.
· Wrote and edited copy, ensuring adherence to corporate brand standards. 

· Edited or restructured existing content, as needed, ensuring it was concise, user-friendly, direct, and easy to understand.
· Provided information architecture consulting to business-to-business partnerships.
· Wrote site content and error messages for online banking, resulting in cost savings of $422,000 in inbound calls during 2002. 
Pro-bono 

NAMIWalks Virginia 


Redesigned monthly newsletter.
YWCA web site http://www.ywcarichmond.org 
Redesigned existing Web site for the Richmond YWCA to incorporate new standards and color palette implemented by YWCA nationwide, improve usability and layout, and update content.
Central Virginia Foodbank http://www.cvfb.org 
Re-organized, wrote, and re-purposed content for the Central Virginia Food bank Web site www.cvfb.org.
EDUCATION

A.A. Foreign Languages (French and Spanish)

Ferrum College, Ferrum, VA

Communication Studies

Universitiy of Maryland, University College

PROFESSIONAL DEVELOPMENT
Intensive Introduction to Copyediting

EEI Communications

Writing for the Web 

E-Write

Writing for the Web and New Media 

Introduction to Information Design

EEI Communications
TECHNICAL SKILLS
Microsoft Office suite, Visio, Balsamiq, Snagit, TeamSite, InQuira, working knowledge of HTML, working knowledge of Photoshop

