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About Me
Accomplished Learning & Development professional with extensive experience in analyzing, designing, developing, and evaluating highly complex training solutions. Proven success managing the full instructional design lifecycle using adult learning theory and performance analysis methods across multiple modalities. Adept at building and managing relationships with business partners/stakeholders to align training with business needs, providing project management for timely completion, and ensuring the instructional integrity of all technical content while allowing AI to handle the busywork. Experienced in working with and managing remote teams in dynamic, fast-paced environments, with a strong ability to adapt communication styles for global audiences and comfort with high levels of ambiguity. Proven ability to partner with SMEs and senior leadership to deliver innovative and measurable learning solutions with traceable ROI.

Available Now
Position Eliminated / Layoff - November 2025 to present
In my previous role, the phenomenal success and scalability of the new-hire learning program I designed, led to my department's restructuring and my position elimination, with all learning materials and hiring being transitioned overseas.

Higher Learning Education
Master of Education (M.S.Ed.) in Curriculum and Instruction - Adult Education
Regent University, 1000 Regent University Dr, Virginia Beach, Virginia
Bachelor of Science (B.S.) in Organizational Management
Roberts Wesleyan College, 2301 Westside Dr. Rochester, New York

Skills Highlights
Training Development Tools
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Project management: Microsoft 365 and OneDrive
Collaboration: SharePoint and MS Teams
Custom Presentation Design: Adobe Captivate | Articulate Storyline | Articulate Rise
Rapid Presentation Author: Articulate Rise
Templated Curriculum: VBA - Word macros
Video Creation/Edit: Zoom | TechSmith Camtasia
LMS Host: Brainshark | SCORM tracking
Reports Output Reformat: VBA - Excel macros
AI Graphics: Nano Banana | Stock | fal.ai | ChatGPT
Communication and Thought Process
Thoughtful and adaptable collaborator with trustworthiness, reliability, and active listening.
Time organizer impacting resources and tasks, delegating and prioritizing appropriately.
Solution developer bringing clarity and a structured approach to ambiguous goals with evolving objectives.
Problem solver with creativity, innovation, and critical thinking.
Methodologies and Model Influences
SAM (iterative and agile) | Gap analysis | Gagné | ARCS | Merrill | Demonstration-Application-Integration (DAI) | Backwards design | ADDIE | McKinsey | SWOT | PESTEL | Four-Component Instructional Design (4C/ID) | Career experience

Certification
Public Trust 🌐
Re-certified May 2025 for Citibank, by U.S. GSA 85P eApp background investigation

Proven Work Experience at a Corporate & Virtual Credit Card Company
Citi Commercial Corporate Cards, Norfolk, VA - December 2019 to November 2025 🌐
Sr. Instructional Learning Designer & eLearning Developer (six years) 
Classification: Cash and Trade Proc Sr Analyst, Level: C12 exempt Assistant Vice President (AVP)
As the only Instructional Designer for Citibank National Association Commercial Cards in North America, I transformed adult learning for five global call centers in three countries (USA, Canada, Philippines). Using strong technical writing skills, I took raw information from subject matter experts (SMEs) and structured it logically and clearly while also creating engaging and informative content.
Material Content: Built a 12-week blended training program (ILT + CBT) from the ground up, comprised of over 80 computer-based training modules that include scripts and videos (created in Camtasia), interactive scenario walk-throughs (created in Adobe Captivate and Articulate Storyline), exams (created in Brainshark), narrated and frequently animated slides (created in PowerPoint and Brainshark), and job aids (housed in SharePoint). Also built a comprehensive 7-day cross-training program to merge Customer Service and Fraud departments, while also functioning in the project manager role by creating scope documents, ensuring departmental processes were documented and aligned with other existing policies and procedures, and received senior managers signoff.
Training: Trained domestic and international managers on Microsoft Office applications and internal company AI for research. Spearheaded global Train-the-Trainer certification. Trained all trainers on content delivery. 
Result: Increased facilitator administration efficiency, eliminated overtime, and reduced lectures from 80% to 10%. Unified the training mission by aligning curriculum and delivery across domestic sites, Canada, and the Philippines.
Templates: Designed and implemented evergreen, online learning materials, streamlining the development processes. Created an adult learning delivery model with templates that is easily applied to all training courses. 
Iterations: Tested all learning on a small beta group of learners, then analyzed the results and learner feedback, making necessary adjustments before rolling out each piece (or chunk) of microlearning.
Tracking & Reporting: Utilized learning management system (LMS) data to monitor and report learner progress.
Key Performance Indicators (KPIs): Aligned training with organizational goals and specific, measurable targets, using improved training assessments (pre-tests, post-tests, scenario-based evaluations) and aligned all training with compliance, audit-readiness, operational and branding standards.
Compliance: Ensured training met industry regulations, legal requirements, branding and internal policies.
Partnership: Built strong partnerships with call center leadership and SMEs to support cascading training efforts.

TSR Consulting (Contractor for Citibank), Norfolk, VA - October 2018 to December 2019 🌐
Instructional Learning Designer & eLearning Developer (one year)
I began the transformation process of the eLearning space in Commercial Cards as a contractor. I was hired as an employee to continue the work, revolutionizing the learning space during the COVID pandemic.



Proven Work Experience at a Human Resources & Business Process Outsourcing Company
Conduent, Chesapeake, VA - January 2003 to March 2018 🌐
(Formerly Xerox Services, ACS, ExcellerateHRO, HP, EDS, Towers Perrin Forster & Crosby, Inc.)
Learning Systems Lead / Sr. Instructional Designer - January 2008 to March 2018 (10 years)
Led global instructional design for HR resources outsourcing software systems and call centers across multiple platforms.
Rolled out new CMS with SCORM tracking, improving completion reporting.
Created comprehensive eLearning and ILT content including virtual, blended, and mobile formats.
Designed Excel/Word macro templates to standardize deliverables and cut onboarding time for writers by 50%.
Developed a seasonal 70+ contractor training program, reducing annual build time by 70%.
Managed two LMS platforms (Sybase/Oracle); annually created 3000 new/refreshed training accounts with SQL.
Facilitated global train-the-trainer events (80+ attendees), improving consistency across time zones.
Maintained version control and project updates via SharePoint.
Created a simulation database with a developer, for live call training, reducing evaluation time by 50%.

Applications Development Unit Small Work Manager - March 2005 to January 2008 (three years)
Managed quality assurance efforts and led diverse teams in both the U.S. and India.
Directed project planning, budgeting, and QA testing including documentation, application testing, and results.
Diagnosed and resolved critical process issues across projects.
Coordinated international team on projects to ensure resource management.
Performed annual reviews, conducted weekly team meetings, and managed employee work.

Senior Technical Analyst - January 2003 to March 2005 (two years)
Led HR outsourcing solution development for Health and Welfare benefits processing and client-facing data integrity.
Rewrote and debugged a core data transfer process with 100% error-free results for Prudential, a company first.
Authored technical specifications, workflows, and automated user processes.
Mentored junior analysts and supported Oracle-based reporting and troubleshooting.



Proven Work Experience at a Debt Management & Credit Counseling Company
Ascend One Corporation, Columbia, MD - January 1996 to January 2003 🌐(no longer operating)
(Formerly Amerix Corp., Genus Credit Management Corp., MarketShare Management Inc.) 
MIS Analyst - January 2001 to January 2003 (two years)
Developed enterprise-level call center performance dashboards and automated reporting.
Reduced daily reporting time by 75% (8 hrs down to 2 hrs) by creating VBA macros in Excel and integrating data from SQL, TCS, Excel Cubes and Pivot Tables, Aspect, Witness, and Access. Implemented agent dashboards.
Designed VoIP metrics across five call centers: (1) American Financial Solutions, (2) Genesis Financial Management, Inc., (3) Consumer Education Services, Inc., (4) Clarion Credit Management, and (5) Debt Management Group.

Trainer / Curriculum Developer / HR Specialist – January 1997 to January 2001 (four years)
Built training programs and served as the HR liaison for four call center teams (80+ staff).
Founded company’s first formal training department and wrote the training curriculum.
Delivered Microsoft Office and customer service training.
Managed full employee lifecycle including benefits and performance.
Handled HR employee lifecycle function for new hire agents.
Wrote a comprehensive consumer debt management training curriculum that was submitted to the U.S. Congress for reference material for the later proposed legislation, The Bankruptcy Reform Act of 1999, detailing why free credit counseling education programs should be required before consumers file for bankruptcy, what that free program should include for consumers, and how credit counseling agents should be trained.

Customer Service Inbound Calls Team Lead – January 1996 to January 1997 (one year)
Managed candidate selection through termination for 20 agents.
Performed quality monitoring, evaluated call statistics, and handled escalated calls.
Handled HR employee lifecycle function for agents.

image3.png




image4.png




image5.png




image6.png




image1.png




image2.png




