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Business Operations Manager & Analyst

Strategic, analytical and collaborative business leader who “connects the dots” to identify opportunities and solutions 
that drive process improvements, create internal efficiencies, and facilitate cross-functional interaction. Understands
both upstream and downstream impact, and finds ways to provide structure that supports informed business decisions. 
Business Requirements / Rules

Needs Assessments


System Requirements
Business Strategies


Operations Analysis


Team Leadership

Change Management


Order Processing



Train-the-Trainer
Cross-Functional Leadership

Process Improvements


Training Materials
Delivery Management


Program / Project Management

Upstream / Downstream
Financial / Data Analysis


Staff Management  


User Acceptance Testing
Management Reporting


Stakeholder Collaboration


User Documentation
Certificate of Completion
Salesforce.com Administration, University of San Diego onlne





2021

Hands on learning of using the tool as well as administering fields, process flows, rules, data security, and creating reports and dashboards.






Veritas Technologies  Mountain View, CA
through iTalent

DATA ANALYST – Finance Transformation



2017–2020
Enabling new revenue streams by providing clean data and visibility for executives
· Support customer data cleansing by performing site merges and validating ERP customer data for accuracy, extracting data through OBIEE.
· Enrich new and existing customer data with a custom data field which allowed grouping of customers for reporting purposes.
· Research company parent-child relationships to provide accurate customer identification.
Cisco     |     San Jose, CA
BUSINESS OPERATIONS MANAGER, Services Transformation Capabilities 



         2012 – 2017
Managed monthly and quarterly release cycles for internal online application to enable engineers delivering
Cisco services to collaborate and share intellectual capital. Partnered with IT to support tool planning and
roadmap to understand scope, and then translated into user stories for Agile development.

· Served as SME for Oracle Primavera (delivery management platform), an upstream system. 

· Wrote user documentation and created train-the-trainer collateral.

· Supported releases by creating test scripts for business acceptance, and managing user acceptance testing.

· Created and maintained user documentation and job aids based on tool incremental functionality.
BUSINESS OPERATIONS MANAGER, Advanced Services Global Operations



         2011 – 2012
Involved with creation and sustainment of internal low dollar / high volume order mechanism for service 
order processing.
· Established process of underlying data sets that supported record creation in Oracle Projects.

· Played technical lead working with IT by leveraging knowledge of upstream systems to develop business 
rules for the automated process. The launch required extensive hands-on problem solving for ‘stuck’ orders.  
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Cisco (Continued)
· Supported tool run-the-business as L3 support, and performed time-critical troubleshooting to satisfy 
SLAs for order creation.
· Reached 85% successful order generation rate by adjusting business rules. 
· Wrote and delivered training materials for impacted stakeholders. 
· Identified issues and solutions to streamline and standardize complicated process for product managers  
to more accurately cost their services. 

· Created an Excel prototype and worked with IT to create system requirements. Developed new online 
application for Product Managers so they were able to more easily obtain finance approval for their pricing. 

· Extracted pipeline data from Salesforce and created weekly metrics powerpoint slides for stakeholders.
BUSINESS ANALYST, Global Services Support Operations




                         2008 – 2011

Program managed online internal application used by Service Product Managers for new offerings. Partnered with 
IT counterparts to negotiate quarterly release timing and scope. Facilitated collaboration between IT, Field Sales 
and Service Product Managers. Reported on quarterly release data that impacted users downstream.

· Improved communication between IT and business stakeholders regarding system updates. 

· Created a change management strategy that allowed the business owners to utilize a forum to discuss issues 
with the system, as well as provide visibility regarding specific upgrades occurring with the system.  
BUSINESS ANALYST, Customer Advocacy Sales Operations, U.S. and Canada Theater 
      
                         2005 – 2008
Managed, and maintained business rules of online application which drove assignment of $3B technical service
contract renewal opportunities to the correct renewal team. Identified, mediated, & resolved issues, and took
corrective action to minimize future unassigned service revenue. Managed team of four. Started as a contractor; 

hired in 2006.
· Created interactive report enabling sales representatives to identify companies that had 
end-of-life equipment, thus creating opportunities for sales leads.

Profile

Education
Pennsylvania State University, Bachelor of Science (B.S.)  

Software 
Microsoft (advanced user) Word, Excel, Access, PowerPoint; Oracle Projects, Primavera, Business Objects (BO), Salesforce, OBIEE, Oracle Sales Cloud

