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	Summary
	


Project Leader and Business Analyst with success in planning and executing mission-critical initiatives to drive cost effective improvements that strengthen business performance and customer service. Proven troubleshooter whose turnaround expertise, technical acumen and strategic insight achieve significant results. Results-driven manager focused on improving customer relationships and protecting revenue / market share.  Telecom trainer and curriculum developer experienced in presenting products, features and systems to various workgroups and levels of expertise.
	· Project Management Professional (PMP)
	· Business Analysis / Reengineering

	· Business Case / ROI
	· Quality Management Facilitator

	· PMP Forum Presenter
	· Matrix and Direct Management

	· Executive Presentations
	· Mentoring / Coaching

	· Risk Management
	· Use Case

	· Strategic / Tactical Planning
	· Curriculum Development

	· Change Management
	· Testing Strategies

	· Requirements Documentation
	· Technical Writing

	· Statistical Analysis of Project Results
	· Report Writing

	· Trained LEX, Remedy, TBS 
	· Trained telecom products and features

	· Trained processes and proprietary systems
	· Info Mapping


	
	Education & Certification
	


MBA, Baker University, Overland Park, KS. BA, Ottawa University, Overland Park, KS.
MCPM, George Washington University, Washington, DC.
PMP, Project Management Institute.
	
	Professional Experience
	


BIRCH TELECOM

2003 – 2004
Training Specialist
· Hired to bring increased depth and breadth of telecommunications experience to growing training department.

· Led project to organize and standardize department training materials to make them “web-ready”.

· Led project to design, build and implement training department home-page on corporate intranet site.

D O BURKE
Business Consultant (www.doburke.com)

2002 – 2003
· Provide business process, project management and web development expertise to small companies
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EXCEL COMMUNICATIONS, INC.

2000 – 2002

Director, Channel Administration, eMeritus Communications
· Promoted to lead call center relocation and consolidation under aggressive time table following corporate reorganization. Spearheaded relocation and integration in 5 months while reducing labor expense 55% and customer churn 15%.
· Matrix managed provisioning and customer-care for the organization.

· Managed process analysis / reengineering and team of technical writers.
Product Manager, Enhanced Services Platform
· Led turnaround of stalled $4 million platform implementation, recovering 3-month delay and delivering project on time.  This was achieved by collaborating with vendor to ensure deliverables were met.
SPRINT COMMUNICATIONS

1986 – 2000

Manager, Local Resale Methods and Procedures, Consumer Long Distance
· Successfully conducted aggressive hiring and training campaign to re-staff startup group.

Project Manager, ION (Integrated On-Demand Network)
· Implemented $5 million state-of-the-art technician dispatch system for start-up division. Managed requirements documentation and vendor selection process; reevaluated / trimmed vendor list to optimize capabilities. 
Senior Project Manager, Call Center Support, Corporate Local Telephone Division
· Managed customer service support for 7 million access lines.

· Led reorganization of support operations, increasing customer satisfaction 5% nationwide by establishing help desk for key clients. 
· Provided leadership and procedural direction to 600+ customer advocates.

Project Manager, Midwest Local Telephone Division
· Directed 5-state conversion from mainframe to GUI environment, eliminating 6 hours of nightly downtime and cutting training cycle 66%.
· Led customer appointment trial by implementing new service procedures and scheduling system for 1,500 technicians resulting in a 20% customer referral increase in target group.

Business Analyst / Project Manager, Midwest Local Telephone Division
· Consolidated 5 call centers into 1, averting $1 million expense and dramatically improving customer service.
· Automated off-hours dispatch activities which cut impacted customer complaints 65% and significantly improved employee satisfaction.

Network Management Center Analyst, Network Service Information Specialist, Network Service Rep
Other experience with Continental Telephone Company; Electro Mech, Inc.; DIT-MCO, International.
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