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Senior Operations Manager
Strategic Planning & Process Improvement  
EXECUTIVE SUMMARY
Innovative and solutions-focused Senior Operations Manager with extensive experience transforming process-improvement strategies into impactful solutions that enhance efficiency, increase cost savings, and drive revenue growth. Proven track record of procedural analysis, ensuring production of new services aligns with operational requirements. Highly organized and proficient project manager with history leading cross-functional teams through technology development, integration, and deployment. Extensive travel as trainer and mentor, ensuring unilateral knowledge for technical and non-tech personnel. Ability to translate complex ideas and systems knowledge to a variety of audiences. 
Areas of Expertise 
Business Development – Project Management – Quality Control – Regulatory Compliance – Outsourcing – Service Solutions

Financial Management – Budgeting – Training & Mentorship – Sales Strategy – Turnaround – Operations Management
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Professional Experience
Fort Dearborn Life Insurance Company – Richardson, TX
2007 to 2012
Provider of employee-benefits services, including group life, disability, annuities, dental, prescription, and critical-illness benefit plans.
Senior Manager – Annuity & Individual Life Operations
Recruited to manage remote operations center covering all areas of annuity and individual-life administration lifecycle, from licensing to death claims. Manage team of 35 full-time equivalents, ensuring efficient turnaround time for all business processes. Mitigate customer escalations and provide solutions as needed. Collaborate with legal services, IT, finance, and compliance departments. Act as operations point of contact for large-scale projects companywide. Establish metrics to improve business practices and strengthen executive reporting capabilities. 
· Pioneered process-improvement systems to optimize workflow, call recording, and replacement of outdated administration platform.

· Served as project leader for outsourcing effort to third-party administrator, evaluating resource opportunities and negotiating contract terms.

· Increased business-processing capacity 400% by implementing immediate cross-training strategies and realigning process priorities during surge of fixed-annuity business.
Genworth Financial [formerly GE Financial Assurance] – Richmond, VA
1999 to 2007
Insurance provider offering long-term care insurance, life insurance, and retirement solutions that secure financial lives and futures.
Team Leader – Operations   [2004 to 2007]
Oversaw multi-team operations, managing four distinct teams that handled trades, post-issue processing, production support, death claims, and income payout. Identified and implemented cross-training and communications initiatives to drive cohesive team integration on larger scale. Led project teams throughout product rollouts and systems upgrades. Ensured proper allocation of resources during times of increased volume. Served as Business Continuity Leader for annuity-controllership teams.
· Automated metrics-collection processes, reducing collection time from several days to three hours. 

· Ensured new products met end-user requirements by aiding in product design of new variable-annuity products, providing vital input from operational standpoint.
Black Belt – Operations – Annuity Claims   [2003 to 2004]
Managed multiple projects focused on strengthening processes during end of production timeline. Performed root-cause analysis of current systems to identify operational needs. Collaborated with on-site management representatives from various organizations.
· Reduced under-reporting opportunities 10% and over-reporting defects 300% by identifying inaccuracies in claims-measurement system and implementing innovative stop-gap procedures. Eliminated 15 hours of non-value-added work monthly.

· Reduced phone- and processing-cycle times 50% by spearheading Kinemark Time Study with Claims Processors, allowing management to identify departmental volume and processing time. Eliminated 400+ hours of non-value-added work monthly.

Black Belt – Business Analyst – Project 20/20   [2002 to 2003]
Led service-solutions team in defining process and business needs for new annuity-administration system. Collaborated with post-servicing unit to identify system needs, optimize current system processes, and increase efficiency. Developed and implemented use cases that created comprehensive instructions for processing transactions, serving as models for future training curricula. Identified system gaps and authored recommendations for modification. 
· Saved $150K in annual productivity and $950K in annual cost avoidance by identifying 350 business requirements and 140 system gaps.
Systems Leader – Corporate Sourcing   [2000 to 2002]
Served as System Administrator during deployment of Oracle iProcurement and 11i Purchasing modules. Orchestrated development, testing, initiation, and training of new platform system companywide. Trained and mentored C-level executives to expand technology knowledge. Collaborated with Oracle on development of beta system. Initiated and operated help desk for 1K users, troubleshooting errors and dispensing support to corporate and Oracle. 
· Redefined and tested system requirements for interface to legacy Oracle 11.03 purchasing/accounts payable system by leading cross-functional teams in research and needs assessment.

· Authored and implemented training materials for iProcurement, delivering training to 400+ users.

· Winner of GEFA Platinum Award 2001, highest individual honor based on performance and results linked to GE values.
Additional experience with Genworth Financial as Global Sourcing Analyst.
Additional Professional Experience
Financial Analyst – Corporate Finance Department, Newport News Shipbuilding – Newport News, VA
Business Analyst – Signet Financial Services, Private Client Services, Signet Bank – Richmond, VA
Risk Management Supervisor/Sales Audit Supervisor, Circuit City Store, Inc. – Richmond, VA
Education
Bachelor of Business Administration in International Business – James Madison University – Harrisonburg, VA
Certification
GE Certified Black Belt


