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Director of Operations
Leveraging acquisition marketing, consumer behavior, insights, and analytics to offer cross-channel experience journey.
Tech-savvy and success-driven professional with 20+ years of success leading cross-functional teams through consumer activation, from insights and issue identification through implementation and assessment. Expert in planning growth-driving tactical roadmaps, managing rapid expansion, and providing exceptional customer value. Ability to design structure and repeatable procedures out of chaos, establish world-class teams and culture, and comprehend upstream and downstream effects. Change leader with capacity to utilize insights and team-based strategy for organizational improvements and best practices adoption. Excellent negotiator and connection builder with individuals at all levels, clients, enterprises, and senior management.
Areas of Expertise
	Operational Oversight
Vendor Negotiations & Management
Associate Engagement Plans
Strategic Leadership
	Process Improvements
Compliance Management
System Implementation 
Product Management
	P&L / Cost Reductions
Capital Management
Client Retention
Performance Optimization


Accomplishments
· Improved regional financial performance by 18%.
· Implemented Centralized Support Organization (CSO): raising operational support and decreasing expenses by over $500K.
· Reduced onboarding time from 16 weeks to nine weeks with zero reduction in quality scores.
· Introduced virtual knowledgebase that elevated compliance and efficiency by 25%.
· Successfully negotiated over $5M in vendor price reductions, while maintaining and increasing service standards.
· Executed cost-effective practices, saving $3M by optimizing core functions via centralized services organization.
· Raised associate engagement scores over 95% of national averages by developing associate engagement plans, tactics, and activities, while doubling customer population from 3M to 6M.
Career Experience
SeniorBridge (a Humana company)	2019 – Present
Director of Operations and Implementation
Revamp operational platform to boost organizational efficiency, reduce cost, and improve margins. Centralize data, while ensuring accessibility through integrated virtual knowledgebase with completely vetted catalog of operations and policies. Maximize potential of technology, improve ROI, and clarify business requirements for new platforms and IT stacks through enterprise-wide platform replacement. Solidify economical position by optimizing financial performance of 20+ branches in four states, as well as improving capital expenditure. 
· Galvanized high-performance teams through provision of robust in-person and virtual training programs. 
· Increased net promoter scores by forming profitable, strategic connections with clients and fostering high levels of customer engagement through client retention programs. 
· Negotiated acquisition of new tools within budget, while maintaining productive ties with suppliers and business partners.
Humana Military	2017 – 2019
Director, Billing & Enrollment TRICARE East
[bookmark: _Hlk113071022]Led recruitment and onboarding for largest frontline team in Humana Military organization, including future leaders program to acquire highly competent associates. Boosted team performance by directing engagement and development activities. Established robust business framework and compliant culture by refining policies and procedures in collaboration with government officials. Implemented process improvements to yield outstanding training results by changing paper-based program to digital e-learning environment with online virtual knowledgebase. 
· Grew team of less than 90 to over 200 by directing largest expansion in history of department.
· Equipped participants with leadership as well as management skills to facilitate heading cross-functional project.
· Ensured financial success by effectively managing multi-million dollar budgets.
Humana	2015 – 2016
Director of Provider Connectivity, Provider Development Center of Excellence
Adopted proactive, data-driven strategy focused on improving health of Humana’s population through health management platforms. Ensured strategic alignment of development resources to promote collaboration and achievement of business goals.  Created dynamic workflow applications for coordinating activities between individuals and synchronizing data between systems, while tracking and addressing time-sensitive issues.
· Maximized marketing performance by implementing MOIC development initiatives to improve consistency and alignment. 
· Retained market leadership by collecting real-time data on population health initiatives via market intelligence.
Humana	2014 – 2015
[bookmark: _Hlk113057520]Manager, Provider Development Center of Excellence
Promoted seamless patient engagement by heading implementation of enterprise-wide multi-model population health reporting platform, while streamlining all related communication. Built Agile organization by sustaining cross-organizational process improvement and assuring accurate new reporting packages through cross-platform and intra-organizational working teams. 
· Supported incident management for end-user requests by managing production support professionals.
· Enhanced platform's usability and user experience via user community forums and focus groups.
Humana	2013 – 2014
Program Manager – Clinical Vendor Alliances
Exercised financial leadership to ensure availability of resources for workflow to support business growth and smooth functioning, managing $94M budget. Facilitated successful partnerships by directing team of four vendor alliance managers. Boosted business performance with replacement of manual and ad hoc reporting with automated reporting and dashboard platform.  
· Established performance targets, while reviewing stakeholder progress: resulting in a 14% improvement in vendor KPIs.
Humana	2012 – 2013
Strategic Vendor Alliances Manager
Served as proactive growth positioning strategist to increase company value by forming alliances with internal business/IT executives and external technology vendors. Delivered research advice on vendor landscape and strategically assured proper solution procurement. Developed policies and processes to verify that suppliers met quality, delivery, and pricing requirements. 
· Realized significant benefits by strategically negotiating pricing and other terms that benefit both parties. 
· Achieved process continuity by assuming role of team leader during management vacancies.
RxCrossroads	2011 – 2012
Director of Brand Support
Led and encouraged all workflows, while managing $12M in yearly contracts and devising strategies to accomplish sales objectives. Directed client support service operations, including complicated issue solving, result prediction, protocol review, and information collection and analysis. Determined best-fit team organizational structure in order to align service personnel with enterprise strategy. Remained budget-compliant, while managing services to drive recurrent revenue. Delivered top-notch client management via solution-focused approach for value-added services.
· Promoted employee advancement through development and retention programs. 
· Propelled market expansion via growth strategies, capitalizing on performance improvement opportunities.
Additional Experience
Process Manager, Humana Medicare Service Operations
Process Manager, Humana Pharmacy Solutions
RX Mentor Pharmacy Networks/Call Operations Manager | Vendor Operations Manager | Operations Supervisor, Humana, Inc.
Management Assistant/Accounts Payable Coordinator, Enterprise Rent-A-Car
Program Coordinator, Muscular Dystrophy Association
Staff Supervisor, Inflight, US Airways
Community Development Specialist in Substance Abuse Prevention, Westbrook Health Services	
Education
BS - Business Administration/Marketing
Glenville State College, Glenville, WV 
	MBA
Webster University, Louisville, KY
	DBA – Candidate
Walden University, Minneapolis, MN
Certifications
Graduate, Disney Institute			
Situational Leadership
Six Sigma (Yellow Belt)				
Fundamentals of Great Leadership
Targeted Selection (DDI)			
STAR Motivation (DDI)
Managing Teams				
Essential Facilitation
Coaching for Success		
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