DOROTHY R. DOWLING

308 Glenbrook Road Stamford, CT 06906  (203) 357-1508  Fax: (203) 357 – 8809  DRDowling@att.net
PROFESSIONAL EXPERIENCE:

Instructional design, business analysis, documentation, and marketing communications consultant 






 4/96 to present

MetLife: 

· Developed training for a new web-based application for managing coverage, claims, and billing for use by employers and brokers.
· Developed six-week training curriculum for customer support staff.
Citigroup: (Four projects in six years)
· Policy and procedures manuals for the entire Operations group in their Asset Management division, including reconciliations, account services, pricing, trade support, client reporting, compliance, and performance analysis. This included writing procedures for using ten different applications.

· Two different training programs on bankcard and related applications for Customer Service Representatives and their management for Citibank Latin America. 
· Six internal marketing systems overviews, five systems job aids, and five user guides for US division. 

Pfizer: (12 projects in five years)
· CBT for three sales applications. 
· Voice messaging user guide. 
· Documentation for a hospital demographic and sales application. 
· Original and then updated documentation and online help for a sales automation system consisting of software, laptops, and PDAs for sales representatives. Provided guidelines and support for other writers and project manager in these projects. Developed use cases as part of development process.
· Printed and online documentation for a web-based application that includes a customer database, project management tools, and management reporting capabilities for clinical specialists. 
· Online help for an Intranet-based sales reporting system. 
· Two policies and procedure manuals on a new financial system and purchasing guidelines for its worldwide research division. 
· Guide on medical education programs for internal staff. 
· Brochure package consisting of two systems overviews, three systems job aids, and six internal brochures on product strategies, healthcare market analysis, quality accreditation, customer co-promotions, marketing systems, and business plan development. This package won first prize from the International Association of Business Communicators (IABC). 
· Updated and re-formatted Microsoft Explorer and Lotus Notes systems documentation. 
· Documentation for a worldwide clinical reporting system. Reviewed use cases as part of development and documentation process.
Philip Morris: (Four projects in three years)
· Original and updated guide on returned goods for sales force, retailers, and wholesalers. 
· Self-study training in marketing concepts for the company’s marketing department. 
· Intranet and facilitator-led training for four marketing data mining applications. 
· Facilitator-led and on-the-job training programs for developing salespeople and their management. 

Depository Trust Clearing Corporation/ Hewlett Packard: (Second project done in conjunction with Hewlett Packard): Developed an IT security policies and procedures manual, including sections on Internet services, Windows 2000 server, UNIX, and VMS. 

Deutsche Bank: Created marketing and training materials for initiatives in T + 1 and web-based asset management products. Developed specifications for Internet/Intranet training for a new custody system. This system was part of an ERP environment with SAP applications. Developed use cases.
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Bristol-Myers Squibb: Wrote an administrator’s manual, team user manual, and quick reference guide for a medical meeting software application.

Goldman Sachs: Developed two printed user guides and online help for a worldwide compliance, and investment banking application. The guides have instructions for using the application and cover policies and procedures related to compliance with regulators and internal guidelines.
Danbury Health System: Created a two-day employee orientation program.

FactSet: Developed an on-line help module for this provider of financial information and software.

ITDS (Now Amdocs): Developed a POS user manual and two administration manuals for the clients of the world’s leading wireless communications services company. The administration manuals not only explain how to install and use the new application but also describe the technical and operational aspects of wireless services.

Bowne: (Three projects in two years)
· Facilitator-led training program for a new job specifications/tracking and project management application for the world’s leading financial printer. 
· Integrated, six-week customer service training program that included a three-day practical workshop

· Co-development of a train-the-trainer course for their subject matter experts. Supervised other writers, developed style guidelines, and revised their work. 

Credit Suisse/Bank of Boston/Hewlett Packard: Created systems documentation for technical staff on a worldwide rollout of Windows NT. Materials included: six server setup and installation guides; workstation software installation and support guide; server maintenance and support procedures; a guide to administering user and group accounts; and a systems overview.

British Telecom: Wrote press releases and a magazine article for their satellite/call center divisions.

GE Capital: Wrote a corporate capabilities brochure for its IT outsourcing division.

Bloomberg Market Data: Wrote a company overview for use with the press.

Jordan, Edmiston Group, Inc: Developed marketing/investment proposals for two trade magazines and their Internet sites for this investment banking firm specializing in media 

NCCI: Wrote a data products brochure and a user guide for this insurance association.

ACORD: (Six projects in three years)
· Internet marketing plan
· User guide for a Lotus Notes-based network
· Product catalog
· Two market research reports (offered for sale)
· On-line insurance software survey
· Media relations for this technical insurance association. 

Canvas Visual Communications: Wrote a press release and case histories for this manufacturer of video teleconferencing systems. 

Austin-Lawrence: Wrote a capabilities brochure for this advertising agency.

ACORD
Senior Director - Marketing and Communications
         8/95 – 4/96

Pearl River, NY

Directed marketing communications and research programs, public relations activities, and planning for their annual industry conference. Developed a one-day productivity and workflow analysis course for insurance agents and trained over 75 trainers from client companies.

NCCI, Inc.
                     Marketing Communications Consultant 

         8/94 – 8/95

Boca Raton, FL                      

Directed marketing communications, advertising, trade show, publicity, and market research programs for over 200 on-line, software, and publishing products aimed at insurers and other companies. Within one month of joining this insurance association focused on workers compensation, developed a plan for 
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conversion from membership to fee-for-service pricing, customer/sales programs, and on-line marketing information systems resulting in 90% of members signing long-term contracts. Developed user training for a proprietary on-line service for workers compensation insurance carriers.
Independent Marketing/Marketing Communications Consultant
          9/92 - 8/94

· Developed marketing strategies for a pharmaceutical firm's new sales channel
· Formulated a market segmentation/customer study process for Scott Paper's industrial products.
· Analyzed the new media market for a British consulting firm.
· Wrote brochures for industrial clients and created a direct mail program for an association.

NYNEX Corporation (Now Verizon)





         1/84 – 9/92

White Plains, NY


Director - Marketing Communications 




      (12/88 - 9/92)

Directed a group in charge of marketing and communications programs for business and consumer telecommunications products and services. Determined product positioning and target markets. Created and produced collateral material, sales and customer training, including CBT, user manuals, and direct response campaigns. Reduced costs 35% by instituting competitive bidding, starting an electronic publishing center, and negotiating joint marketing programs with vendors. Managed over 25 trade shows annually. Spearheaded the development of an on-line marketing /sales automation system.

Director - Corporate Advertising 





     (1/84 – 12/88)

Established a national/international advertising/promotional department with a budget of $30 million and a staff of ten. Initiated and managed trade shows, special events, sponsorship activities, advertising research, and advertising programs. Instituted a media tracking system that saved $1 million. Negotiated multi-million dollar joint programs with business partners to establish the NYNEX name.

EDUCATION

AT&T Executive MS program administered by Pace University 

BA, cum laude, Montclair State University - Member of honors program

TECHNICAL SKILLS

Windows XP, 2000, and NT, Dreamweaver, Microsoft Word, Excel, PowerPoint, Project, Paint, Visio, RoboHelp, Outlook, Lotus Notes, Adobe Acrobat, voice/data/wireless communications; security / disaster recovery; network management; financial services and brokerage applications, such as PORTIA
INDUSTRIES

Pharmaceuticals •Healthcare •Asset Management• Financial Services • Banking •Brokerage • Insurance •Consumer Products • Education • Telecommunications • Media • Retail •Information Technology• Sales and Marketing
PROFESSIONAL AFFILIATION

Society for Technical Communications

