MICHELE BARKSDALE
Customer Success Operations | Technical Customer Success | Product Operations | Process Improvement
EXECUTIVE PROFILE
Customer Success and Operations professional with 15+ years of experience partnering with customers, technical teams, and business stakeholders to improve service delivery, resolve complex technical issues, and optimize operational workflows. Experienced translating customer needs into actionable solutions, identifying process improvements, documenting technical workflows, leading cross-functional initiatives, and supporting enterprise-scale technology platforms. Known for quickly mastering new systems, improving customer outcomes through data-driven decision making, and building trusted partnerships across engineering, operations, and leadership teams. Proven player-coach who mentors and develops technical teams while remaining hands-on with content quality, style consistency, and cross-functional partnership. Recognized for serving as the bridge between engineering, product, and customer-impact functions. Extensive knowledge of HR Services and policies, prior to leadership positions was a union steward, allowing me to service the employees and needs of the business in a fair and effective manner.
Skills

▪  Technical Writing & Documentation 
▪  Information Architecture
▪  Team Leadership, Mentorship & Coaching
▪  Style Guide Development 
▪  Customer Onboarding & Enablement
▪  Translating Complex Technical Concepts
▪  SDLC & Release Coordination
▪  Audience Empathy & Customer Advocacy
▪  Visual Storytelling 
▪  Customer Success
▪  Customer Experience
▪  Customer Journey
▪  Customer Advocacy
▪  Implementation Support
▪  Professional Services
▪  Customer Training
▪  Workflow Optimization
▪  Customer Documentation
▪  Knowledge Base Development
▪  Product Operations
▪  Workflow Validation
▪  Issue Reproduction
▪  Root Cause Analysis
▪  Bug Documentation
▪  Product Feedback
▪  Feature Validation
▪  Release Readiness
▪  Cross-functional Collaboration
▪  Stakeholder Management
▪  Technical Documentation
▪  Process Improvement
▪  Operational Excellence
▪  Requirements Analysis
▪  Business Process Mapping
▪  Continuous Improvement
▪  Change Management
▪  Splunk
▪  Figma
▪  Canva
▪  Microsoft Office
▪  Google Workspace
▪  Adobe Creative Suite
▪  Technical Troubleshooting
▪  AI Tools
▪  Data Analysis
▪  Tableau
▪  Database/SQL Queries
▪  CRM System



Documentation & Authoring: Markdown, Confluence, Google Workspace, Microsoft Office Suite, Style Guide Authoring, Editorial QA
Visual & Diagrams: Adobe Creative Suite (Photoshop, Illustrator, InDesign, Premiere), Workflow Diagrams, Info Design
Technical Foundations: TCP/IP, BGP, OSPF, Cisco Networking, API & SDK Concepts, 
Platforms & Analytics: Splunk, Finesse, Tableau, Microsoft Excel (Pivot Tables), KPI Dashboards, Content Performance Reporting
Emerging Technologies: Artificial Intelligence, Prompt Engineering, Microsoft Azure (AI Focus,
Process: Agile-style cross-functional collaboration, Continuous Improvement, SDLC Awareness, Docs-Adjacent Workflows
EXPERIENCE
Verizon  —  Supervisor, Network Operations (Video Services)	May 2025 – Dec 2025
Ashburn, VA
Led mission-critical video and network operations for enterprise-scale services, owning operational documentation, runbooks, and executive-facing technical briefings in a 24/7 high-availability environment. 

1. Led cross-functional operational support for enterprise video delivery services supporting thousands of customers across a 24/7 production environment.
1. Partnered with engineering, operations, and technical stakeholders to investigate service-impacting issues, prioritize resolutions, and improve customer experience.
1. Identified recurring workflow issues and implemented operational improvements that reduced critical outages by more than 15%.
1. Documented troubleshooting procedures, operational workflows, and best practices to improve knowledge sharing across teams.
1. Coordinated incident response activities while communicating technical updates to multiple stakeholder groups.
1. Analyzed operational data to identify trends, improve service quality, and enhance overall customer outcomes.
1. Used Splunk and Finesse data to identify documentation and process gaps, prioritize updates, and measure the impact of operational content.
1. Presented operational findings, architecture-impact summaries, and strategic recommendations to senior leadership supporting investment decisions for 16M+ customers.
1. Maintained 100% compliance with operational security and governance documentation standards.
1. Supported and mentored engineers, resulting in one employee being promoted to a new position in our Security Department. 


Verizon  —  Customer Service Supervisor, Fiber Services	Nov 2024 – May 2025
Silver Spring Md / Pittsburg, PA
Led customer-support team focused on customer experience, technical issue resolution, and content-driven enablement.

1. Supervised, coached, and mentored 18–22 Fiber Customer Service Analysts handling complex residential and business technical environments.
1. Designed and delivered onboarding curriculum, training materials, and reference documentation that improved technical proficiency and service consistency by 30%.
1. Drove a 50% improvement in team performance scores and a 35% lift in first-contact resolution through targeted coaching, clearer guidance materials, and refined workflow documentation.
1. Standardized escalation and customer-impact documentation, improving consistency across analysts and leadership reporting.
1. Acted as the trusted communications channel between frontline teams, engineering escalations, and leadership.
Verizon  —  Fiber Customer Service Analyst	Nov 2014 – Nov 2024
Ashburn, VA
Delivered advanced technical support and customer-facing communications in a fast-paced fiber telecommunications environment, consistently exceeding performance goals.

1. Created training materials and shared best practices that improved team performance.
1. Served as a trusted technical escalation resource for peers and leadership.
1. Achieved up to 115% of performance targets while maintaining exceptional customer satisfaction metrics.
1. Earned Verizon Presidential Club recognition — a $10,000 award for elite customer service and sales performance.
1. Selected for Engagement and Bridge-Building Teams focused on improving cross-team collaboration and content/process consistency.
1. Resolved high-complexity technical issues while maintaining industry-leading customer satisfaction metrics.
1. Selected by senior leadership to support enterprise Wi-Fi education initiatives due to strong communication and technical expertise.
1. Maintained a 100% implementation rate for submitted recommendations on operational and content improvements. Led technical troubleshooting for complex customer issues involving broadband, networking, video, voice, and connected devices.
1. Used customer feedback and operational insights to identify opportunities for process improvement.
Pension Benefit Guaranty Corporation (PBGC) - Visual Information Specialist	Jan 2004 – Dec 2011
Washington, DC
Led visual communications, technical illustration, and stakeholder-facing content for an enterprise federal agency — translating complex policy, financial, and technical material into clear, accessible deliverables.

1. Translated complex policy, financial, and technical material into clear, accessible content for diverse internal and external audiences — the same core skill required for engineer-to-customer documentation.
1. Produced architectural-style diagrams, infographics, and presentation materials supporting executive decisions, training, and stakeholder enablement.
1. Project Lead on a $1.2M television studio proposal — securing executive buy-in through clearly written, well-structured technical and business documentation.
1. Led 90% of high-visibility multimedia and communications projects, enforcing brand and style-guide consistency across all content.
1. Increased participation in corporate events by 40% through clearer information design and audience-targeted communication.
EDUCATION
Anne Arundel Community College — 2013 Certificate, Networking & Cybersecurity
Art Institute of Washington — 2002–2005, Multimedia & Graphic Arts (3 years completed of Bachelor's Degree)
CERTIFICATIONS & AWARDS
1. CompTIA A+
1. CompTIA Network+
1. CompTIA Security+
1. Cisco Certified Network Associate (CCNA)
1. Verizon Presidential Club Award
1. Competent Toastmaster — Division & District Speech Champion
Contact
Phone: 410.946.7603; Location: Washington, DC / Laurel, MD;  Email: Michelebarksdale@gmail.com Direct, bargaining, unit, activities, coordinate, employee's, job, motivate, towards, department, working, relationships, union, reduce, management, misunderstandings, resolve, labor, disputes, grievances, implement, monitor, identified, process/procedural, interface, units, ensure, timely, completion, manage, supervise, servicing, special, needs, establish, maintain, safe, subordinates, mentor, provide, lower, level, less, experienced, supervisors 
