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Senior Project Manager

Cross-Functional/Cross Area Experience and Expertise

Senior Project Manager, Senior Executive (Consultant & FTE), Community Activist with 25 years experience across multiple areas including water and other natural resource issues. Managed functional and technical teams for customer service, marketing, product and business development; and multiple operational units in different locations. Able to assemble, manage, and motivate a large group of professionals or stakeholders; skilled in managing in less formal, user-driven environments; can balance a hands-on, broad-view and detail-oriented style with a mentoring, nurturing approach that supports the team’s focus on results. Problem solver who acts decisively and gains consensus, when appropriate, to make changes. Effective in fast paced and/or uncertain risk-prone environments.
Areas: Environmental/Natural Resource Activism; Hospitality; Food & Beverage (production, wholesale, retail); Internet Customer Service (marketing, risk management, site navigation, customer retention) for retail, financial services; Ground-Based Retail (restaurant, food & beverage), political campaign activism and management (local school board, national), education.
* Develop and work with broad coalition of stakeholders/professionals
* Craft legislation at the state level

* Present to Federal and State legislatures and agencies

* Develop, implement, and participate in Media strategy

* Strategic Planning

* P&L Responsibilities

* Productivity Improvement and Benchmarks




* Risk Management (Credit cards, chargeback, customer retention)


* Functional Quality Assurance




* Technical & Functional Team Leadership and Collaboration, Training and Motivation
* Productivity and Efficiency Improvements through Technology

* Contract Negotiations (product, technology, staffing)

* Marketing, Business Development, Customer Service and Customer Retention
* Advanced Internet and Streetscape Customer Service, Contact Technology, Computer, and 
eCommerce (B2C, B2B, financial services including mortgage and credit lines-1st, refinance, home equity, eCommerce, insurance).  Also ground-based retail and restaurant food and beverage.

Experience

2004 – Present: Initiated the local coalition against, and am working to stop the Las Vegas Pipeline project to Eastern NV and Western Utah. (See Press and Publications).  Initiated and managed a letter from 147 scientists worldwide to Govs of NV and UT stating opposition to the pipeline project (see http://www.natural-resource-mgt.com/resume_brief, right column link). Presented to Federal Agencies, Utah and Nevada State Agencies, Utah Legislature (crafted and advanced legislation), Utah Commissioners, Utah Policy Organizations, and The Utah Public - lobbied in the legislature and in various municipalities to raise concerns about the project, and worked with coalitions to raise concerns about coal-fired power plants in Nevada and Utah (see: http://www.msnbc.msn.com/id/3032619/#23279992). Also working on Utah air quality issues.
2004 to Present: own www.silverjackinn.com, now for sale

Project Manager (February 2002-June 2002), eLoan, an online mortgage broker. Develop, staff, train, and manage telemarketing and email campaigns to potential and existing customers; customer application process improvement (1st mortgage, home equity, refinance); manage business partners; collect, analyze and report marketing metrics.


* Developed and implemented loan application process improvements that cut 

   response time by 50%

Director, Customer Service (April 2001-December 2001) Terra Lycos, an International Telecom/Internet company. West Coast responsibilities for 6 products and managed the CS technical and functional teams (ACD, Email Management, Dynamic Self Help). Staff of 40 with 1 technical and 3 functional manager reports in multiple locations. 


* Developed the company’s first CS QA processes


* Developed the company’s first performance benchmarks tied to budgeting

Directing Consultant (February 2001 – April 2001) TurboCoverage.com – online auto insurance kiosks in auto dealerships.  

* Refined the Customer and Member Services Departments resulting in 50% increase 
   in staff productivity.

VP, Member Services (November 1999 - December 2000) Medem, Inc, a service to physicians to develop Web sites. Developed, staffed and managed MS department, and developed marketing initiatives (fax, direct mail, email, self-help, web conferencing) to current and prospective members. 

* Initiated member surveys then used feedback to develop a self-help site building tool 
   for physicians that raised the recruitment from 3% to 26% in a few days

eCommerce Customer Service Consultant (June 1999 – October 1999) eve.com, Weddingchannel.com, theBigStore.com, Bizbuyer.com

* Developed fully functional departments and plans with four clients in 2 cities in 
             
   rapidly changing and uncertain business environments

Director, Customer Service (June 1998 – June 1999) at eToys, an Internet retailer. Created the customer service strategy, selected traditional and web based technology to meet business objectives and reporting requirements, then developed and managed an in/outbound call/email/web based communication center. Developed all new procedures and documented in an online policy and procedure manual, and defined credit card fraud/risk management.

* Built staff from 2 to 350 in 60 days
* Achieved a .02% credit card chargeback rate when the ground-based average was 2.5%

 
* Awarded #1 Internet Customer Service for 1998 (Pat Seybold, Boston Globe, and NY Times)

Directing Consultant and Manager (August 1997 - May 1998, Union Bank of California, Los Angeles, California.) Planned, implemented and managed a new call center to address a free to fee initiative.

* Partnered with five temporary staffing agencies to create full temp staff for the short-term resulting in a low attrition rate (3%)

* Developed and managed innovative staff incentives to retain temps

* Developed innovative customer retention system for all branches that resulted in a gain in customer accounts rather than the loss expected

Internet Banking Team Lead (October 1995 - March 1997, independent contractor) Wells Fargo Bank, San Francisco, California. Brought in to reorganize unsuccessful launch of Quicken and Money online then chosen to lead the launch of Wells’ backshop operations for its proprietary Internet Banking


* Created and implemented the project from drawing board to operations


* Developed all new policies and procedures for staff


* Developed new procedures to mitigate risk re: online bank account opening
Other
Education - Adjunct Professor (ongoing cyber courses), Golden Gate University, San Francisco, teach CS strategy and technologies to graduate students in the eMBA program. Taught first grade through college.

Food and Beverage (retail and restaurant, motel), owned and managed wine production and distribution company, three retail wine and food stores, and a motel/restaurant.
Current Utah and Nevada Volunteer Activities
Working to stop the Las Vegas Pipeline project

Working on improving air quality in Utah

Member, Strategic Planning Committee, Water Symposium (Feb, 2011), University of Utah
Education
Post Graduate Courses, Atlanta University, Atlanta, GA: Executive Level

           Educational Administration, Ford Foundation Scholarship


MAT
Oakland University, Rochester, MI: Urban Education, Teacher Corps
        

BA      Jacksonville University, Jacksonville, FL: History & Education,  Dean’s List
Press and Publications – water and air quality issues
http://www.msnbc.msn.com/id/3032619/#23279992
http://www.lasvegasnow.com/Global/story.asp?S=7834865
http://www.defenders.org/resources/publications/programs_and_policy/habitat_conservation/federal_lands/gambling_on_the_water_table.pdf
http://le.utah.gov/~2007/minutes/SNAE0130.pdf
George Knapp's important scrutiny of the Water Grab and Coal fired power plant opposition associated issues is now posted, in chapters, on line. 
http://www.klas-tv.com/Global/story.asp?S=8035228&nav=menu102_2_1
http://www.elynews.com/articles/2009/02/18/news/news09.txthttp://deseretnews.com/article/1,5143,705288827,00.html
http://www.sltrib.com/ci_14201199?IADID=Search-www.sltrib.com-www.sltrib.com
Donald Wilhite and Terry Marasco: "Drought Management in a Changing West: New Directions for Water Policy" By DIANE Publishing Company, 1995.
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