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PROGRAM MANAGEMENT

Work Samples Portfolio

Four initiatives demonstrating governance design, platform modernization,
measurable business outcomes, and Al-augmented program management practice.

INCLUDED IN THIS PORTFOLIO

1. Enterprise Product Catalog Modernization
2. Change Management Migration & Governance Redesign
3. Cloud Contact Center Configuration Rules Engine
4. Self-Directed Al Fluency & Applied Program Management
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Enterprise Product Catalog Modernization

Fortune 50 Telecommunications Company | Senior Program Manager | Enterprise Platforms &
Governance

BUSINESS CHALLENGE

An enterprise product catalog supporting 250+ active offerings and a multi-billion-dollar annual revenue
portfolio had outgrown its user experience. Reporting was slow, search results lagged, and workflows
required excessive navigation. Internal adoption sat near 5%, with most users routing requests through
a small group of platform specialists rather than working in the system directly. As the platform scaled,
the gap between business demand and delivery throughput widened, and enhancements were difficult
to release without disrupting revenue-critical operations.

ACTION

* Led Agile delivery across cross-functional, multi-region teams, governing a backlog of 200+ user
stories and defects per cycle and aligning product, engineering, BA/Dev/QA, finance, legal, and
operations stakeholders around measurable outcomes.

* Redesigned core workflows and navigation in partnership with users, embedding performance
improvements (reporting, global search, data downloads) directly into the platform rather than
treating them as secondary enhancements.

* Introduced iterative planning, Jira-based workflows, and frequent demos to accelerate feedback
loops and keep stakeholders engaged across releases.

» Coached delivery teams on Agile practices in real time, strengthening backlog quality, acceptance
criteria, and sprint discipline so improvements were sustained beyond the initial rollout.

» Engaged operational users early through structured demos, working sessions, and feedback
channels so enhancements reflected real workflows instead of assumed ones.

RESULTS

* Internal adoption rose from approximately 5% to 70% as stakeholders began working directly in the
platform rather than routing requests through specialists.

» Delivery throughput increased by 70%, enabling faster, more predictable releases across a
multi-billion-dollar revenue portfolio.

* Reporting time dropped to under 60 seconds, global search to under 2 seconds, and data
downloads to under 10 seconds.

* Required clicks for core workflows were reduced from 17 to 4, materially simplifying the user
experience.



* Achieved 100% adoption of the new functionality across the supported user base.

TRANSFERABLE LEADERSHIP SKILLS

Enterprise platform modernization « Agile delivery at scale  Cross-functional stakeholder alignment ¢
User-centered design and adoption
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Change Management Migration & Governance Redesign

Fortune 50 Telecommunications Company | Senior Program Manager | Enterprise Platforms &
Governance

BUSINESS CHALLENGE

Enterprise change requests were being managed through a fragmented SharePoint-based process
that no longer worked as the portfolio grew. With 1,500+ active change requests and 400+ new
initiatives flowing through the portfolio annually, leadership lacked real-time visibility into status,
dependencies, and governance posture. Manual tracking created audit risk, approval delays, and
inconsistent reporting across more than ten functional groups. Implementation cycles for a high-volume
platform stretched to roughly 90 days, slowing the organization's ability to respond to commercial
demand.

ACTION

* Partnered across product, engineering, finance, legal, regulatory, and operations stakeholders to
redesign the intake and governance process before migrating, ensuring the new system reflected
how work actually flowed rather than codifying broken practices.

* Led migration of 1,500+ change requests into structured PEGA workflows, with automated approval
routing, escalation controls, and standardized compliance reporting built into the platform.

+ Defined workflows, approval paths, and reporting requirements that delivered real-time stakeholder
visibility while preserving the iterative pace of Agile delivery teams.

+ Coordinated execution of a high-volume backlog in parallel with the migration, facilitating planning
sessions, dependency mapping, and recurring governance forums across 10+ functional groups.

* Introduced clearer dashboards, streamlined approvals, and consistent operating rhythms so the new
governance model was usable in daily delivery, not just compliant on paper.

RESULTS

* Replaced manual SharePoint tracking with a scalable, auditable PEGA platform giving teams
real-time visibility into status and dependencies across 1,500+ active and 400+ new annual change
requests.

* Reduced implementation timelines from 90 days to 30 days, a 67% reduction, on a high-volume
enterprise platform.

+ Established a repeatable governance framework balancing compliance with agility, supported by
automated dependency validation controls that reduced configuration errors and downstream
rework.



* Improved audit visibility and risk tracking across tens of thousands of annual transactions serving a
global enterprise customer base.

+ Delivered leadership-grade reporting that shifted governance conversations from reactive escalation
to data-informed decision-making.

TRANSFERABLE LEADERSHIP SKILLS
Process automation and platform migration ¢ Governance design at enterprise scale ¢ Audit and
compliance readiness ¢ Multi-stakeholder program coordination
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Cloud Contact Center Configuration Rules Engine

Fortune 50 Telecommunications Company | Senior Program Manager | Virtual Contact Center

BUSINESS CHALLENGE

A Virtual Contact Center offering had grown into a complex portfolio of 500+ configurable features. As
the catalog expanded, order entry teams could no longer reliably determine which features could be
combined, relying on manual checks and institutional knowledge to validate configurations. The result
was frequent order errors, rework, and customer-facing delays. New feature launches were further
constrained because each change to compatibility logic required an IT release, slowing the platform's
ability to respond to evolving customer demand.

ACTION

+ Led the Agile delivery approach across product, engineering, BA/Dev/QA, operations, and order
entry stakeholders, translating complex feature relationships into configurable, rules-driven
workflows.

* Designed flexible rule sets rather than hard-coded logic, so the system could evolve as the product
portfolio expanded without requiring IT releases for every business change.

* Built governance and audit controls directly into the rules management capability, enabling business
users to manage configuration updates while maintaining traceability, approval routing, and audit
readiness.

* Prioritized the backlog, mapped cross-team dependencies, and iterated through sprints using Jira
dashboards, with frequent demos to keep stakeholders engaged through release.

* Brought operational users into early design workshops so the rules engine anticipated feature
growth from day one rather than being retrofitted under pressure.

RESULTS

* Reduced clicks required to configure a valid order from 10+ to 1, materially simplifying the order
entry experience for sales and operations users.

* Improved order processing time by 25%, with corresponding reductions in configuration errors and
rework.

* Enabled the business to implement compatibility rule changes in under 30 days, removing the IT
release dependency that had previously gated new feature launches.

* Delivered a scalable, configurable foundation that supported continued growth of the Virtual Contact
Center platform without proportional growth in operational overhead.



TRANSFERABLE LEADERSHIP SKILLS
Product configuration and rules-driven platforms ¢ Business-managed governance design e
Cross-functional Agile delivery « Scalable, Al-ready solution architecture
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Self-Directed Al Fluency & Applied Program Management

Independent Practice | Senior Program Manager | Al-Augmented Delivery

BUSINESS CHALLENGE

Generative Al moved from emerging technology to enterprise expectation in under two years,
reshaping how program managers are expected to draft, analyze, govern, and deliver. PMs without
working fluency in Al tools risk being measured against a new productivity baseline they were never
trained for. Over the past several months, | made a deliberate decision to build practical Al fluency as a
genuine work multiplier — not as a credential to claim, but as a working capability applied daily across
program management, professional development, and complex problem-solving. The goal was
substance, not surface familiarity: enough fluency to use Al as a real force multiplier while maintaining
the human judgment, governance discipline, and accountability that program management requires.

ACTION

+ Established a daily Al working practice across multiple platforms, treating each tool as a distinct
capability rather than interchangeable products, and developing pattern recognition for which tool
fits which task.

* Built custom PMP study guides and interactive practice tests using Al to support exam preparation,
working through structured content generation, scenario practice, and targeted review across all five
PMBOK domains.

* Created paralegal study guides supporting UNC Charlotte certificate coursework, using Al to work
through real legal concepts and procedures including civil procedure, legal ethics, wills and estates,
and legal writing.

* Ran program management practice scenarios to keep delivery, governance, and decision-making
skills sharp during career transition, treating Al-generated scenarios as structured rehearsal rather
than passive content consumption.

* Applied Al to complex, real-world problem-solving including multi-stop trip planning that integrated
historic site routing with specific logistical constraints, demonstrating that Al fluency extends well
beyond document drafting into analysis, research, and decision support.

+ Self-taught complementary technical skills in parallel, including Power Bl (DAX formulas, Power
Query, visual design), to deepen the analytical foundation that makes Al outputs interpretable rather
than accepted on faith.

* Developed a personal governance framework for Al use: confidentiality boundaries, source
attribution discipline, hallucination checks, and the principle that Al output, no matter how polished,
must always be verified — directly transferable to organizational Al governance work.



RESULTS

Passed the PMP exam with above-target scores across every domain, using Al-supported study
guides and practice tests as a core part of preparation alongside structured coursework.

Achieved daily working fluency across multiple Al platforms, with demonstrable application to
professional development, program management deliverables, governance documentation, and
complex analysis.

Built a self-directed learning model spanning Al tools, Power BI, paralegal coursework, and PMP
certification — demonstrating the disciplined upskilling capacity that distinguishes senior program
managers in rapidly evolving enterprise environments.

Developed a working point of view on Al governance grounded in actual use rather than theoretical
familiarity, applicable to organizational Al policy, vendor evaluation, and risk management
conversations.

Translated personal Al fluency into a portfolio of public-facing professional artifacts including written
portfolios, tailored application materials, and a LinkedIn presence built on consistent, Al-augmented
output discipline.

TRANSFERABLE LEADERSHIP SKILLS

Self-directed upskilling and continuous learning ¢ Al-augmented program management practice e
Governance thinking applied to emerging technology ¢ Trust the process, but verify the output — every
time



