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Roles

Information architect, user interface designer, technical writer.

Summary

Senior application designer with complementary skills as technical writer, business systems analyst, information architect (IA), and user interface (UI/UX) designer. Integrated understanding of technology, issues, possibilities, and processes. My interest in information has led me to explore design as a means to an end—communication. Meeting the needs of the audience has sharpened my presentation skills. Versatile. Committed to excellence. Passionate about design and writing.

Skills

Core strengths: Analysis and synthesis, commitment to standardized processes, documentation, conceptualization, efficient, commitment to performance metrics in my work and in applications, work planning including figuring out how to start a project. Able to see the big picture and elaborate details to the degree needed to ensure success.

Information architecture: Identify subject matter domain, inventory collections of text documents, discover classification scheme composed of taxonomy and metadata, design document repository and catalog, specify controlled vocabulary. Refine requirements and specify functionality for application scope; document with data flow diagrams, process flow diagrams, use cases, data dictionary, wire frames (page layout and interaction specifications). Design navigation that is efficient, easy to use, and pleasurable. Design interaction on multiple platforms including desktop, web, and mobile. Document with low-fidelity prototypes and/or wireframes.

User interface design: Expert at design principles. Designs are grounded in business process and user knowledge and skills. Attention to operability and user experience. Enterprise, web, and work group applications. Site maps, process flow diagrams, wireframes, prototypes. Search engine optimization (SEO).
Technical writing: Document types: procedure, policy, help, reference, user guide, tutorial, getting started, proposals and RFPs. Document software applications for developers, production support, and end users. Design document sets and style sheets. Organize documents to be easily read and understood; focus on audience and needs. Draw diagrams to illustrate key ideas. Enliven text and diagrams with graphic design and typography. Plan publication and editing processes. Write content for websites on a wide variety of subjects.
Business systems analysis: Requirements, functional specifications, use cases, data models, business processes, test plans, rollout plans.

Team work: Collaboration, advocacy, outreach, liaison with all levels. Share ideas, coordinate work, and solve problems. Presentations.

Business savvy: A solid understanding of business from its operational, management, financial, and accounting perspectives.

Technology:  Word, Visio, Access, SQL Server, SQL queries, Visual Basic, ERwin Data Modeler UML), SharePoint, TWiki, HTML and CSS (hand-coded), JavaScript, Java, Communiqué, SAP, CC&B (aka CorDaptix), Inktomi Search, Microsoft Index Server, WebTrends, IMS, IDMS, DB2, OS/MVS, TSO.

Applications:  Records management, cash differences, customer account management, mobile gaming, trade settlement routing, e-commerce, reference library, customer care and billing, knowledge management, risk management, financial and accounting, fleet, logistics, telephony, time deposit accounting, purchasing, inventory control, customer service, manufacturing planning, content management (CMS).

Work History 

Bank of the West, San Francisco, California                                                       December 2015 – June 2016
Technical writer

For the Vendor Risk, Third Party group:

Write procedures and other documents.

Used Word, Visio, PowerPoint, SharePoint

Susan Dorey Designs, San Rafael, CA                                                                April 2014 – December 2015
Writer and Consultant
Teaching software and technical writing to private clients. Writing a book on user interface design. Researching for another book on the family history of a partner of Andrew Carnegie in Pittsburgh, PA in the 1800s.

Roots of Peace, San Rafael, California                                                               September  2013 – April 2014

Technical writer

For this non-governmental organization, wrote accounting policies and procedures with emphasis on the correct use of their accounting application (Abila MIP Fund Accounting) and the chart of accounts. The writing was focused primarily on the field accounting staff in Afghanistan and Vietnam. Relied on personal knowledge of accounting and research into historical accounting transactions. Published documents on department SharePoint site with taxonomy and metadata.
Used Word, Visio, SharePoint, Office 365.

nScaled, San Francisco, California                                                                            April 2013 – August 2013

Technical writer
For this startup tech company in their Client Services group, designed and wrote client-focused documentation. Began with a help system in support of the primary application. Wrote additional onboarding documents (Installation Guide and Quick Start Guide) explaining the product and its use. Designed document templates. The SaaS product is file backup in the cloud and involves virtualization.

Used Word, Visio, WordPress.

Bank of the West, San Francisco, California                                                          August 2012 – March 2013

Business analyst

For the Risk PMO:

Supported the bank-wide project to be compliant with the Dodd-Frank Act Regulation E remittance rule (which imposes disclosure requirements and liability on providers of foreign consumer wire transfers). Worked with all retail banking groups, compliance, and legal to identify eligible customer populations, specify software changes, revise customer agreements, and develop procedural work-arounds. Documented scope of required compliance, documented compliance details for the several groups, maintained all project documentation in document library for reference and for auditors. Designed SharePoint website to hold project documents.

Used Word, Visio, Access, SharePoint, Excel, PowerPoint.

Wells Fargo Bank, San Francisco, California                                                              March 2011 – June 2012

Business systems analyst
For the retail bank systems group:

· Wrote business requirements and functional specifications for several enterprise applications used by retail bank branch operations, including user interfaces and a series of batch interfaces with an external vendor. Supported application project teams through project planning assistance, development outreach (to explicitly address technical challenges), and QA test plan review (for scope and accuracy). Applications included records management, cash differences, and critical transactions audit. Worked directly with stakeholders to elicit requirements and accept functional design, worked directly with developers to understand technical givens. Analyzed input transaction data for fit with expectations and business rules.

· Documented an existing large mainframe application as a set of combination requirements-functional specifications. This was planned to form the basis for that application’s documentation for developers in support of maintenance and enhancements. Application reported customer activity by location.

Used Word, Visio, Access, SharePoint, SQL queries, TSO/ISPF.

Trion Worlds Inc., Redwood City, California                                              September 2010 – October 2010

Information architect

For the UX Design group:

· Surveyed competitors’ UI and process flows for customer account management as comparative analyses in order to recommend industry best practices.

· Designed the (e-commerce) customer account management, purchasing, and billing functions for this on-line connected video games developer and publisher. Wrote the business requirements, user flows, and wireframes.

Used Word and Visio.

Gap Inc., San Bruno, California                                                                       August 2009 – November 2009 

Business analyst

For the Capacity Management and Performance Optimization group:

· Established database as central inventory of servers with data from physical inventories and programs I wrote. Used SQL queries to merge, analyze, and standardize the inventory data. Designed final inventory database. The inventory database was created initially for the peak capacity planning effort and afterwards as a tool for resource management. The database supports a strategic shift in direction for IT, previously the servers were managed by a third party.

· Wrote several programs to capture network data for the servers (IP address and FQDN) with Windows network APIs.

· Developed survey form for application owners to collect information relative to capacity planning, conducted several surveys and published findings.

· Wrote proposal for File Storage Management Best Practices that encompassed infrastructure, policies, processes, administrators, and users.

Used Access, VBA, SQL, Excel, Word, and Visio.

Nokia Corporation, San Francisco, California                                                      October 2008 – April 2009

Technical writer

For a mobile gaming and web hosting group:

· Created the framework that moved website production support from developers to operations. Analyzed the implementation of a third-party content management system (CMS)—Communiqué by Day Software—used to serve the two N-Gage websites. Got consensus for expanded operations role to include troubleshooting and software-specific monitoring. Delivered Operations Guide to support revised model. Wrote Publication Guide to support editing and publishing.
· For a disaster recovery planning project, created needs survey, defined project structure, outlined recovery plan document, and designed wiki as collaboration tool and public presence for project.

· Devised structured tool for Games Developer Support Manager to organize his work and capture relevant process details which was then used to populate a self-service knowledge base and formalize process documentation. This tool supported the manager’s commitment to CMMI.
Used Word, Visio, Access, and TWiki. Read Java code.
Charles Schwab, San Francisco, California                                                           July 2006 – December 2007

Information architect, business systems analyst, data modeler, technical writer
For software development and support groups:

· Gathered requirements, designed, and created two SharePoint-based websites as reference libraries with architecture and classification scheme of taxonomy and metadata. Modified mandated home page template with custom CSS stylesheet. Websites supported domestic and offshore programmers. One site was applauded as best practice.

· Planned and conducted the migration of tens of thousands of application design documents from team file servers to SharePoint intranet websites. Devised a process for the migration that minimized the work of subject matter experts. Designed a taxonomy and metadata for the documents and designed the SharePoint site to reflect that classification scheme. Also designed a work flow process for the manual addition of new documents to the site and the revision of existing documents. Wrote software to model the taxonomy and migrate the documents. The actual migration was done in a few minutes. Developed and delivered presentation to show other groups how to conduct the process.
· Created a data model of an existing DB2 database with 119 tables and 1772 columns, drew diagrams to reflect table relationships, captured and edited definitions and metadata (data dictionary) for consistency of vocabulary and phrasing, created reports of diagrams and data. The published reports were applauded as best practices.

· Documented the trade settlement routing application; read code, created physical data model. It used Java, Oracle, Linux, Websphere MQ, and CameronFIX. Primary audience was developers and production support. FIX is a protocol for the exchange of financial information. Wrote author guidelines. Published document set on SharePoint website.
Used Word, Visio, CA Erwin and Model Manager, Access, VBA, SQL queries, Excel, Acrobat, SharePoint. Hand-coded HTML and CSS. Read Java code.
Blue Shield of California, San Francisco, California                                       October 2005 – January 2006

Information architect, business systems analyst

For the mylifepath.com product support group:

Tasked with fulfilling the need of the group to access technical design documents about the product they supported in a short amount of time ("the right document at the right time").

· Gathered requirements, designed, and created intranet website as reference library. Elaborated strategy; identified scope, inventoried existing and candidate content; designed site architecture, classification scheme of taxonomy and metadata, user flow, and page layouts; and constructed the site. Site held the library documents and two navigation tools: a browsable list of documents and a full text search. The library enabled the support group to identify software defects in minutes and surpass their SLA.

· Created a content management desktop application to add documents to the site and the catalog, to edit existing catalog entries, and to publish the catalog to the site. Work involved data modeling.

· Created a desktop application to inventory files and copy selected ones to the website library. This was used for the initial population of the library.

Used Word, Visio, Access, VBA, SQL queries, Excel, SharePoint, Microsoft Index Server. Hand-coded HTML and CSS. Followed HIPPA rules.
Pacific Gas & Electric Company, San Francisco, California                        November 2000 – March 2004

Information architect, business systems analyst, technical writer

· Gathered requirements and created several web-based reference libraries for business analysts and non-software job holders for a knowledge management project. The work involved choosing and writing reference materials and designing a classification scheme of taxonomy and metadata, catalog, and the user interface (web application).

· Gathered requirements, designed, and developed several desktop applications in support of CC&B  for work groups: project status, change requests, transaction errors, error message texts. Work involved data modeling.

· Documented 300+ control tables of the enterprise-level application CC&B (aka CorDaptix) for use by business analysts, 1300 pages. Information focused on how each table controlled the application functionality, the contents of each table, and the relationships with other tables; diagrammed data model.

· Planned the documentation of the Yard Stock Management processes with objectives, scope (business functions and document set), format, inventory of existing documents, and work plan.

Used Word, Visio, Access, Visual Basic,  SQL Server, SQL queries, FrontPage, Acrobat, Inktomi Enterprise Search (aka Verity Ultraseek). Hand-coded HTML, CSS, JavaScript.

mortgage.com, Walnut Creek, California


Information architect, technical writer

American President Lines, Oakland, California


Application architect

Peat, Marwick, Mitchell & Co., New York, New York


Senior consultant, business systems analyst

Fireman's Fund Insurance Company, San Rafael, California


Project manager, application architect, business systems analyst

Education and Certification

Master of Business Administration degree, with honors, Pepperdine University, Malibu, CA

Bachelor of Arts degree, Mathematics, California State University, Long Beach, CA

Certificate in Data Processing (CDP), Institute for Certification of Computer Professionals
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