MARKETING AND CUSTOMER ANALYTICS

Strategic thought leader with nine years of marketing, customer analysis and consultative experience leveraging unique fact-based insights to build sound business cases and consult senior leaders.  Cross enterprise experience in the banking industry focused on retail and wholesale banking.  Major strengths:  

· Leading and coaching people

· Business partner consulting
· Leveraging technology for business 

· Strategic planning

· Project management
· Executive presentations 

Recipient of annual award (2003 - 2007) for consistently exceeding performance expectations in driving the enablement of organic revenue growth, presented to 10-15% of Department’s senior staff. 

BUSINESS EXPERIENCE

WACHOVIA:  MARKETING – Insight & Innovation, Charlotte, NC
Vice President, Team Leader - Cross Enterprise Analysis (2007 – 2008)
Promoted to lead a team of 5-8 consultants providing analytic and business decision support for business units focused on the enterprise view of the customer across all segments, products and channels.  Primary relationship manager for:  Payment Solutions, Customer Experience & Loyalty, Strategic Initiatives and other Enterprise leaders.
· Strengthened team morale and performance: Became the Team of Choice selected for assignments by Department Director due to trust earned from consistent delivery of high quality results and favorable partner feedback.  Provided hands-on demonstrations of desired behavior for project management and presentation techniques to build consultants’ skills leading to increased employee engagement.
· Coached senior consultant to mentor others: Guided a high performing consultant in his first role mentoring junior consultants.  Recommended useful classes and initiated weekly 1:1s to follow-up and jointly explore ideas.  Increased employee engagement, developed confidence in senior consultant and improved junior consultant’s analysis results.
· Mitigated merger integration risks: Persuaded senior leaders to make informed planning decisions such as high touch customer communications and product continuation during Wachovia/Golden West merger for high value relationships.  Retained 55K relationships and $7.3 billion in balances from potential service impact through timing of multi-phase systems conversion. 

· Influenced marketing department structure: Recommended target environment for customer experience delivery to Chief Marketing Officer on a selected 5-person cross department leadership team.  New marketing department included a customer experience center of excellence as an enhancement to previous silo approach, leveraging functional model and loyalty framework in proposal.
· Minimized customer attrition: Retained 1 million customers and $500 million in monthly payments at risk to a competitor’s innovative product pilot by initiating analysis utilizing ACH payment information.  Utilized targeted mail and used analysis process to quickly size future competitive threats.
Senior Lead Consultant - GBG Retail Analysis Team (2003 – 2007), Vice President (2006)

Supervised 4 consultants as well as provided hands-on analytic and business decision support for the retail bank by closely partnering with Retail Segments, Retail Sales and Service leadership team.
· Developed proposal to enhance insights: Initiated and led proposal development for unique sub-segmentation methodology to deliver improved insights anticipating retail customers’ financial needs identified through combination of different lenses.  Findings leveraged for enhancing activities such as: cross sell targeting, channel management efficiency, and product development.

Senior Lead Consultant - GBG Retail Analysis Team, continued…

· Consulted on market planning: Proposed and built business case insights through an analysis identifying top opportunity markets to influence Hispanic segment director prioritization of the marketing budget.
· Optimized local market activities: Engineered the analytical framework and production environment to generate insights for Local Market Optimization.  Designed performance and market potential rankings and metrics so that each branch understood specific opportunities to focus sales activities, which led to $94 million in increased revenue.  
· Enhanced coaching practices: With a small team, organized guidelines for regular 1:1 coaching and custom class content for all managers, due to employees experiencing inconsistent coaching practices.  Improved employee engagement satisfaction scores and managers’ knowledge.     
Business Consultant 2/ Business Consultant 1 - Wholesale Customer Analysis (1999 – 2003) 
Project lead/ support for analytic and business decisions related to Wholesale customers.  Business unit partners varied from small business to high end commercial banking and treasury services.
· Standardized wholesale customer data: Designed optimal structure for leveraging wholesale data elements and table logic in customer data mart/ warehouse, during First Union/ Wachovia merger integration.  Led and verified various merger analyses and provided subject matter expertise for legacy First Union resulting in retention bonus (2001) for continued employment during merger integration.  
· Recommended staffing needs: Developed analysis with metrics to compare business financial center’s performance pre and post implementation as well as relative to their non designated counterparts.  Regularly consulted with business unit leaders generating decisions leading to improvements in staff additions, training and targeted marketing practices.
· Delivered training: Taught 2-day training class for new hires involving: relational database, SQL, SAS, and infrastructure of customer data mart/warehouse (Sigma/CDW)   
· STAR (Striving, Thinking, Achieving, Resolving) Award (2000-01): extraordinary performance
Ready Talent Corporate Leadership Associate (1999)

Participated in 12-week corporate leadership program that consisted of rotations and training on: Leadership, Management, Consulting, Industry, Company and Technical Training
COMPUTER SKILLS
SQL, SAS, Unix, Basic C++, Visio, MS Office, MS Project, Lotus Notes, MS Front Page

EDUCATION

Kenan-Flagler Business School, University of North Carolina at Chapel Hill, Chapel Hill, NC

Bachelors of Science in Business Administration (concentration:  Finance), 1999

LEADERSHIP TRAINING

· Wachovia’s Management Curriculum (2004 – 2005): participated in 13 courses 
· American Management Association (AMA) Curriculum (2005 - 2006): participated in 2 courses
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