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Michael Dulaney

	Objective
	Expand my career in communications, operations management, business development and/or community relations.

	Professional Experience
	2008 - Present
                HRsmart
                         Richardson, Texas

· Implementation Manager – Primarily responsible for consulting with the client on best practices of implementing Talent Management Solutions post sale and leading implementation of highly customized Talent Management Solutions. Responsibilities include consulting, documenting current and future state processes, developing business requirements and functional specifications, managing project resources and client relationship management.

2005 – 2008
                Hewitt Associates
                    Dallas, Texas

· Recruitment Outsourcing Implementation Consultant – Responsible for global client requirements gathering, process and technology consultation and system configuration. Primarily focused on implementing the Deploy Solutions Application Tracking System and SkillSurvey on-demand reference checking technology for Fortune 500 companies, including Marriott International, BMO Financial and Prudential Financial. Identified and recommended best practices and developed future state processes. Documented client business requirements and conducted gap analyses. Managed the requirements gathering process, including: leading requirements meetings, resolving discrepancies and ensuring that the system development accurately reflected the client's requirements. Documented future state service delivery procedures. Served as the subject matter expert in the customization and delivery of training material so that it is client-specific.

1993 – 2004
                    Bank of America
                    Dallas, Texas

· Production Support Manager – Provided triage escalation and communications support for customer-facing and associate-facing technical and production issues.

· Process Design Manager – Documented policies and procedures for Online Banking phone and e-mail contact center operations. Migrated paper-based procedural communications to an online reference tool.  Designed and developed a business initiative impact assessment and development estimation worksheet based on a complexity rating scoring system. Managed, developed and coordinated the publication of content and navigational/aesthetic enhancements to the contact center’s online reference tool. Monitored, coordinated and supported the administration of contact center associate feedback programs for online reference tool content, product improvements and customer service process improvements.  

· Operations Manager – Contact center operations support and management for Accounts-by-Phone sales center. Optimized contact center productivity by utilizing efficient staffing models and skill set blending. Developed, implemented and managed contact center service quality initiatives, including the creation and administration of a comprehensive metric ranking system for monthly shift bidding and evaluating agent performance.
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	Professional Experience (Continued)
	· Documentation Manager – Documented policies and procedures for a Consumer Banking contact center. Developed and implemented a retail banking product sales catalog and specifications for a Branch/ATM directory database, as well as managing formalized new-hire and remedial training programs for both Consumer Banking sales and service contact centers.

1985 – 1993
          American Federal Bank, F.S.B.
       Dallas, Texas

· Procedures Coordinator – Documented retail banking sales and service policies and procedures and provided operations support for teller and platform operations and branch management. 

· Branch Manager – Managed the personnel, sales and operations of a $30 million deposit-base branch.1983 – 1985
        United Savings Association    
Houston, Texas

· New Account Representative – Developed, managed and operated a multi-million dollar consumer and commercial deposits money desk. Opened new deposit accounts and processed over-the-counter consumer transactions. 

· Bill Pay Services Representative – Processed over-the-phone consumer bill payment requests.

	Education
	1978 – 1985              University of Houston                      Houston, Texas

Course work taken in Business Administration and Office Management
1974 – 1978              Humble High School                        Humble, Texas

General Studies

	Skills
	· Strong communications and organizational skills, inclusive and creative, foresight and initiative to flawlessly achieve successful results
· Proficient in Microsoft Word software
· Working knowledge of Excel, PowerPoint, FrontPage and Visio software
· Certified in the Information Mapping writing methodology
· Green Belt certified in the Six Sigma methodology

	Languages
	Conversant and able to read and write in Spanish.

	Professional Memberships
	Member of the Society for Technical Communication since April 1992.

	Awards Received
	· The only back office associate to receive the Bank of America Texas Gold Club quality of service award for two consecutive years (1994 and 1995).
· 2006 award recipient for Outstanding Volunteer for Excellence in Board Service from AIDS Interfaith Network (AIN).

	
	

	Community Activities
	· Member of the Board of Trustees of AIDS Interfaith Network, Dallas from 2005 to present
· Corporate sponsor team captain for Dallas AIDS LifeWalk from 2001 to 2008
· Corporate sponsor table captain for the 2008 Dallas Black Tie Dinner
· Chartered 2 Dallas-based chapters of GLBT employee network groups with Bank of America and Hewitt Associates


