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SUMMARY

Experienced department manager and skilled team leader, coach, and organizer. Information development specialist with strong documentation usability skills, focusing on planning, authoring, and delivering content that meets client needs. Demonstrated competence in Fortune 500 R&D companies, startups, and non-profits. Strengths include building collaborative relationships among diverse groups of people, analyzing client information needs, and envisioning, implementing, and managing innovative documentation solutions.

SELECTED ACCOMPLISHMENTS

MANAGEMENT

Led multiple teams of technical writers to deliver innovative, high-quality user assistance on time that met customers’ needs, improved productivity, and enhanced their experience with our software. Led proposals development team. 
	Team Leadership
	Hired, supported, and managed local and remote R&D team, which functioned collaboratively to produce all deliverables for multiple complex projects on time with high quality. Established team’s long-range plan for user assistance innovation, and ensured consistency of content and message. Managed day-to-day operations.

	Employee Development, Motivation
	Inherited team with low morale from years of conflict. Stabilized team’s work environment, coached, mentored, assessed skills, trained, and developed each writer, establishing a common vision based on department goals. Created a close, collaborative team with appropriate promotions, challenging and diverse assignments, satisfied clients, and zero attrition for six years.

	Project Management
	Defined scopes of work with cross-functional teams, developed schedules, assigned and managed resources, coordinated workload, managed risks and dependencies, reported to clients, and controlled budgets to support multiple complex projects. Defined and authored project communications plans.

	Change Management 
	Supported team proactively in new development model, structured writing, goal-oriented writing, and new tools by facilitating training and brainstorming sessions in advance. Experienced no loss in productivity when changes were implemented.

	Proposals Management
	Coordinated proposal development with pre-sales engineers, development engineers, Sales, Support, Quality Control, Pricing, third-party vendors, and production staff to deliver proposals on tight deadlines. Authored, edited, and rewrote team’s responses. Won 40% of all contracts bid.


INFORMATION PLANNING AND DEVELOPMENT
Researched, planned, designed, authored, tested, and edited, copyedited, and rewrote diverse content on strict deadlines. Devised and implemented enhancements to user information.

	Content Types
	Researched and authored software documentation, proposals, e-learning and instructional materials, marketing collateral, newsletters, communication  plans, concept papers, persuasive presentations, and electronic and print copy. Designed, authored, and edited advertising materials, stimulating product sales by 65%. Maintained consistent voice and message expression for each deliverable.

	Content Development
	Experienced with all phases of content development, from concept to publication. Accomplished at interviewing Subject Matter Experts, performing independent research, gathering information cross-departmentally, working from specifications, and using other sources to gather information. Created quality content that met the needs of end users as measured by decreased number of support calls.

	Innovation
	Restructured content and organization of primary navigation product, improving information accessibility as measured in usability testing. Identified missing documentation content, including concept-level and troubleshooting material, and persuaded members of cross-functional teams to provide necessary technical detail.

	Proposal Development
	Authored responses to Requests for Proposals, describing product and system requirements, configuration, and functionality on tight deadlines. Authored functional specifications, acceptance test plans, and base text for proposals, creating a library of resources for the team.


DOCUMENTATION USABILITY

Collected and analyzed customer feedback, conducted usability tests, and applied usability principles to develop content that improved customer productivity. 

	Customer Focus
	Analyzed customer feedback on product documentation and researched and developed innovative, in-depth solutions to identified problems, improving content quality, robustness, and ease of use. Visited and interviewed customers, analyzing feedback to improve product. Increased customer productivity as measured by decreased support calls.

	Innovation
	Proposed writing to the correct target audience, restructuring the content to accomplish goals, make decisions, and solve problems, restructuring online help to support decision-making, and delivering user assistance as part of the application. Enhanced customer productivity and improved usefulness and accessibility as measured by fewer customer complaints.

	Collaboration
	Led highly-visible team of cross-divisional groups and gained their support and participation in implementing user assistance improvements. Directed team in a common vision to focus on customers’ needs. Decreased internal costs and improved efficiency by sharing information, reducing rework and strengthening a common vision and message.

	Usability Testing
	Introduced documentation usability to Xilinx and USWEST Advanced Technologies. Designed and administered usability tests, identifying and resolving design flaws and improving the accuracy, usability, and integration of documentation and product. Improvement was measured in decreased errors and performance times.


EXPERIENCE
XILINX, INC., Longmont, Colorado
2001 – 2009

Customer Advocate, 2008 - 2009


Analyzed customer feedback and defined solutions to identified problems.

Manager, Technical Publications, 2001 - 2008


Managed team of technical writers and defined goals and objectives.

VISIONTEK, Superior, Colorado
2000 – 2001

Proposals Coordinator
Defined and created Proposals group and developed responses to Requests for Proposals.

PRINTRAK, Boulder, Colorado
1998 – 2000

Documentation Specialist, 1999 – 2000

Authored documentation for first-responder products.

Proposals Writer, 1998 – 2000.

Authored responses to Requests for Proposals.

INTERNET LEARNING SYSTEMS, Boulder, Colorado
1997 – 1998

Chief Author, Editor, and Tester
Authored/edited internet training course and usability tested the course.

Contract Writing
1995 – 1997

Projects included assessing client documentation needs and authoring recommended documentation, authoring training courses, and researching and writing business plans.

USWEST ADVANCED TECHNOLOGIES, Englewood / Boulder, Colorado
1981 – 1995

Member Technical Staff, Human Factors, 1989 – 1995

Planned, conducted, and analyzed usability tests on products and documentation.

Documentation Manager, 1987 – 1989

Managed team of up to 20 technical writers.

System Tester (Bell Laboratories, Murray Hill, New Jersey), 1981 – 1987

Tested documentation against the product to ensure its accuracy.

EDUCATION

Masters, Specialized Journalism – Technical Writing, Polytechnic University, Brooklyn, New York
BA, Anthropology, University of California, Santa Barbara, California
PROFESSIONAL AFFILIATIONS
Society for Technical Communication

Usability Professionals Association
