Katherine P. Chandler
1927 W. Barry
Chicago, IL  60618
(773) 793-3815

career summary


A collaborative, service-oriented professional with twelve years of diverse change management, project management, and financial services experience seeks a challenging and fast-paced organization.  

Professonal EXperience


4/06-Present
TransUnion, LLC


Director – Client Technical Operations 
· Manage two business-to-business customer technical support operations totaling 31 customer service agents.  One center is located in Mumbai, India

· Manage the special file investigation unit that is responsible for researching special file investigations for lawsuits and other large business customers

· Developed and staffed a change management discipline within the IT organization

· Managed the external and internal change management activities for the largest IT transformation within the company’s history and achieved no revenue loss or customer impact as a result of the implementation

· Manage the customer outage notification process to minimize the customer impacts of any technical issues

1/02 to 4/06
Allstate Insurance Company


Sales Project Manager 
· Designed and managed the development of a new leadership and consulting curriculum to 700 field sales leaders.

· Managed the implementation logistics for a sales leadership restructuring.  

· Designed and managed sales technology and field sales leadership education curriculums for 12,000 agents, 15,000 support staff, and 700 field sales leaders.

· Worked with external education vendors and the Procurement department to externally staff sales education project teams (annual budget of 1.5 million dollars).

· Managed relationships with internal clients (directors) to ensure education deliverables met their needs and issues were appropriately managed.

· Designed and developed internal education team project management processes and procedures.

· Designed an information strategy for 12,000 agents to provide streamlined corporate communications.

· Designed, developed, and implemented a new employee orientation program.

7/96 to 1/02
Accenture 
Change Management Manager 

10/1 to 1/02

State Farm Insurance Company







Manager
· Developed the change management strategy for an enterprise security initiative.
· Designed and managed a call center education project.
· Managed a team of consultants that worked on the two change management initiatives.
10/99 to 6/01

Allstate Insurance Company







Experienced Consultant/ Manager
· Planned, managed, and designed an instructor-led training curriculum for a web-based customer relationship management application that was delivered to Allstate’s entire Agency sales force. 

· Supervised a team of eight people that designed and developed all continuing education materials for Call Center personnel.

· Managed a team of four people who supported an online performance support tool used by Call Center personnel. 

· Served as a functional release manager for all business and technical implementations that impacted Call Center personnel.

· Researched and analyzed Call Center metrics to conduct a gap analysis between the Call Center personnel’s job and the training that they were receiving.  

12/98 to 10/99
Various Financial Services Clients 






Consultant

· Designed and developed an instructor-led course for an Internet bank initiative.

· Assisted in the development of a Program Management Office for an internal division of Accenture. 

· Managed a team of sixteen analysts to implement twelve launch meetings that explained the new corporate structure to over 1300 Accenture employees. 

· Identified and coordinated the recruitment of Accenture internal technology transitional and permanent resources.

· Developed a Performance Scorecard for project managers to assist in evaluating outside contractors.

8/96–10/98
Allstate Insurance Company/ Common Wealth Edison

          

Analyst/Consultant

· Designed and developed communication vehicles for a nation-wide Claim system implementation as well as developed a measurement strategy and other feedback tools to ensure communication was meeting the needs of the target audience.  

· Spearheaded the development of a Claim Intranet site, which now serves as a Best Practice within Allstate.

· Developed one day of instructor-led training for a two-week local change representative workshop.

Computer skills

· Microsoft Office – Word, Excel, PowerPoint

· Lotus Notes

· Web CT Learning Tool

Other Accomplishments

· Selected for the Allstate Executive talent acceleration program 

· Early promotion to Accenture Manager 

· ASTD Strategic Training Forum member

· Project Management Institute (PMI) member  

Education

University of Illinois
Champaign-Urbana, IL

B.A., Corporate Finance:  May, 1996

Northwestern University 

Pursuing a masters in Learning and Organizational Change
Evanston, IL

references

References available upon request. 

