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Experience

Delta Dental of California


  May 2003 to January 2009
Quality Auditor

Internal Auditor:   Worked with managers, supervisors and staff in promoting, teaching and presenting quality as a means for product improvement and efficiency. Trained and assisted internal clients with development and implementation of individual training records and Desk Level Documentation, verifying processes and procedures, as well as suggesting corrective action plans to improve overall quality results. Planned and performed all phases of internals audits from pre-audit review to post-audit follow up including collecting and analyzing data. Coordinated with Managers at all levels by providing assistance for continued development and maintenance of the Quality Management System. 
Assisted with ISO 9001:2000 Certification in 2008. Worked with Operations department in addressing process improvements that directly affected cost savings.
Performed daily and semi-annual compliance audits using SharePoint, Excel, Word, and AS400.
Electronic Data Systems                                                        1994-2002

Quality Auditor/Document Controller

Auditor: As an additional duty, I worked with the Sacramento Service Management Center Quality Team in preparing the Woodland Print Center for transition into ISO 9000 and ISO 9001 Quality Management. Conducted random internal audits, evaluating processes to insure compliance with policies, procedures and contractual requirements. I reviewed documents for compliance to ISO standards and conducted performance evaluations to determine levels of support and compliance in all departments including management. Recommendations were made to management for individual and/or department training, or process revision of documents and/or processes to improve performance. 

Founded a “Quality Forum” for purpose of discussion and resolution of quality issues in all departments. 

Document Controller: Wrote, edited and updated process manuals for Print Center, Mainframe and Mid-Range Operations for compliance with policies, procedures and contractual requirements. Responsible for compliance of transitioned MCI documents to ISO 9000 Quality standards. Trained and mentored Document Controllers for various departments.

Electronic Data Systems                                                        1999-2002
Team Lead – Enterprise Operations Group

Management and supervision of 15 system monitoring operators, in a multi platform outsourcing environment which included using BMC Patrol, HP Openview, Tivoli, SAP/UNIX/NT, AS400, and MVS. Responsible for adherence to all service level agreements, business process modeling and written deliverables to ensure service delivery goal is met. Performed process, procedure and root cause analysis overview with documentation of findings. I managed relationships with customers, business support, and technical teams. Also developed the EOG team to outstanding service level   to ensure customer’s satisfaction. Participated in re-engineering and successful redesign of migrated business methodology into EDS, resulting in seamless migration and immediate transitional improvement. Assisted with issue resolution and test planning reviews to ensure the software delivered met client specifications. 

Electronic Data Systems                                                        1999-2000
Mainframe Operations

Mainframe Operations: responisble for job flow, troubleshooting, user asistance, and report distribution. Directed the work functions of less experienced operators. Operated IBM AS/400 mainframe as console operator.  Responsible for operating all peripherals and processing all batch/demand job streams and related technical/clerical tasks. Control-M, JES2 and JES3 modifications and exits, Responsible for all problem and change coordination for my department

Related Experience

United States Air Force/Civil Air Patrol                                      1982- Present

I wrote the presently used Civil Air Patrol Inspection Program subsequent to Air Force cancellation of the Civil Air Patrol Inspection program. Deputy Director of Safety for California 1991 to 2005.       

Education

Bachelor of Arts - Social Science         Azusa Pacific University                     1969

EDS - Graduate OPD Program            Electronic Data Systems                     1996     

Certified Quality Auditor                    American Society for Quality               2004
