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SENIOR TECHNICAL WRITER 
Hardware/Software | Training/Development | Style/Layout | Process Improvement 
My standards: Clear, Concise, Correct, Complete, Useful

SUMMARY

Accomplished, award-winning writer offering more than 15 years of success meeting business communication needs by creating professional material for diverse companies. Scope of documentation includes user, service, and installation guides, upgrade and retrofit procedures, software development documentation, training material, magazine articles, product reviews, and more. 

Develops material on time, within budget, to specification, and within regulatory constraints. 

Translates complex technical data into accessible, accurate, and cross-functional information. 

Works well across diverse teams or in an individual setting. Fluent in German and Greek. Published photographer. Holds a master’s degree.

SELECTED ACHIEVEMENTS

Improved efficiency for several companies and the state of Delaware’s  IT department by developing and implementing standardized styles across project material.
Rescued technical documentation for a multi-million dollar laboratory instrument project; established more than 90 repair procedures, a service guide, and an installation guide; created the material and layout; upgraded procedures with illustrations and photographs; met three tight deadlines and government FDA filings. 
Reduced errors and saved thousands of dollars and “People-hours” for MBNA by facilitating development meetings and managing documentation, including a project to internationalize the entire credit card handling system.
Mentored in an in-house development methodology (SDM), and audited project documentation, eliminating bad documentation for MBNA, achieving industry-leading reports from the US government (the OCC) in response to our filings. 
Won two STC awards for design, content, and production of computer training material; recognized by the dean at Western IA Tech for good relations with students.
Wrote several cover articles for three magazines.
AREAS OF EXPERIENCE

Technical and entertainment writing; photography; public speaking and meeting facilitation; grammar, usage, style; mentoring and teaching; QA, auditing, and regulatory compliance; organization, cost control, process improvement; document management and version control. 

Types of documents and tasks include (but not limited to) SLAs, summaries, design descriptions, business and technical specifications, pseudocode, logic flow, user guides, meeting minutes, control plans, disaster recovery, indices, templates, instructions (hardware and software), procedures, best practices, error descriptions, technical illustrations, screen captures, charts, photographs, magazine articles, reviews, evaluations, comparisons, ghostwriting, itineraries, agendas, grant applications, revisions and editing, proofreading, and more.

Guru-level skill: Word, Excel, FrameMaker, PageMaker
Expert level: Acrobat, Visio, PowerPoint, Sametime, XPress, SDM, Snagit 
Competent: Photoshop, Project, HTML, SharePoint, Documentum, BookMaster, Cognos 8 Report Writer, Word macros, Lotus Notes, Waterfall, many utilities and common programs
Exposure: PowerBuilder, JavaScript, RoboHelp, SAP, Access, Illustrator, InDesign, XML, Dreamweaver, Rational, Mercury
Standards: Favorite: USGPO style manual; exposure to Microsoft, AP, and Chicago manuals
CAREER SUMMARY

PTM Manufacturing, Sr. Tech Writer [Dec 2009–present] Designed and wrote two training manuals for a newly-developed HVAC duct insulation system, including photographs and testing. Redesigned the company’s letterhead and all internal (particularly procedures) and outward-facing documentation. Developed several marketing materials of various scopes. Added inventory management and purchasing responsibilities after a few months. Developed spreadsheets and documentation for these added responsibilities. 

Target audiences: skilled trades trainees to engineers and contracting decision makers.

Tools: MS Office Suite, Snagit, Nikon D80, Photoshop, Irfanview, Acrobat
Bank of America, Sr. Technical Writer [Feb 2008–Feb 2009] Reduced developer effort and eliminated regulatory and audit problems for the highest technical level of card services production support with process management documentation and documentation compliance. Tracked status of batch jobs and problem tickets, including frequency, seriousness, resources, and applications affected; status of production servers and their associated applications; personnel and contact information in the US and India. Tracked, managed, and created updates and managed audits of control plans, technical recovery plans, disaster recovery plans, and associated tracking and sign-off documentation for more than 50 credit-card-related applications. Tracked successful audits in a company-wide inventory database (Application Inventory Tracking) and security database (ARCAT). Go-to person for information about methodology, application documentation; liaison between the support team and developers. Conducted meetings to update developers on their documentation. Performed arm twisting as necessary. Researched and updated a large part of a series of several hundred API user guides for web applications for the Common Services department.
Target audience for the documentation: Developers, production support personnel, auditors, and regulatory people.
Application purpose: Prevented audit and regulatory problems for more than 50 applications related to credit cards.
Languages application written in: Coded variously in Java, WebSphere, C++, .NET, and in the IBM Rad environment. In the back end, Informix, Oracle, and Sybase (there's SQL in there, too) but were working toward going exclusively with dB2. Documentation included spreadsheets, control plans, SLAs, disaster recovery, API user guides, agendas, more.
Tools: Word, Excel, Visio, Acrobat, Outlook, Powerpoint, web conferencing, IM, remote office s/w, Advanced end-user of SharePoint and the Discovery system, including setting up sites, creating and managing directories and links, and setting security levels.
Persons collaborated with: Developers, systems architects, senior architects, product support managers.
STATE OF DELAWARE, Sr. Technical Writer [Nov 2007–Feb 2008] Increased efficiency by developing a system for the Delaware Department of Technology and Information to create reports using Cognos report writer. Created several reports that organized material for the largest state agencies, including the Department of Natural Resources and the Department of Transportation. Developed templates, style guide, and many documents for another part of DTI engaged in a statewide enterprise architecture development initiative. Conducted meetings to manage the approval process for the documentation. Mentored and trained other employees in use of Word and templates. 
Target audience for the documentation: Developers, state department heads and staff, internal state personnel.
Application purpose: Increased the efficiency of everyone in two work groups with documentation of internal procedures; improved communication by developing reports for several state departments.
Languages application written in: The architecture project used SQL server and Cognos report writer, besides plans written in English. I became quite familiar with the report writer. The internal procedures involved mainly designing and creating documentation of IT procedures in English.
Tools: Word, Excel, Powerpoint, Visio, Acrobat, Outlook, Irfanview, advanced SharePoint user.
Persons collaborated with: Developers, DBAs, managers.
DADE BEHRING, Sr. Technical Writer [Mar 2005–Apr 2007] Came into the middle of a project to create documentation for this scientific instrument company’s new flagship product, an advanced robotic laboratory instrument that analyzed microliter-range samples of body fluids, ultimately able to perform almost 200 separate tests, including drugs of abuse, blood proteins, electrolyte levels, and levels of prescribed drugs. Developed a style guide, created the 50-page installation guide and a service guide. Researched material from interviews with engineers, other documentation, and the hardware and software of the instrument itself; used my own industrial photographs, read CAD and circuit diagrams, and edited, tested, and obtained FDA approvals for the documents. Developed more than 90 workarounds, updates, and retrofit procedures outputted as both paper and online documentation. Called on to coach people in Word and Excel.
Target audience for the documentation: Received praise from engineers, field technical personnel, product support personnel, hospital lab staff.
Application purpose:  Made the installation, maintenance, repair, and operation of a sophisticated body fluid analyzer easier and error-free, improving relationships with customer hospitals. Technologies included electrolyte analysis, robotics, pneumatics, oxygen channeling, nephelometry, computer hardware and software, and several other technologies. 
Languages application written in: This involved working with engineers and developers to document both hardware and end-user software. The software was written in C++ and an in-house language. Knowledge of German was helpful.
Tools: Word, FrameMaker, Acrobat, Photoshop, Lotus Notes, Irfanview; advanced Documentum user, setting up directories, managing versions and document access, and mentoring others.
Persons collaborated with: Engineers, chemists, instructional designers, developers, field techs, researchers.
MBNA AMERICA, INC, Assistant Vice President [May 1997–Mar 2005] Reduced costs, errors, and regulatory issues and improved efficiency by creating and editing system and development documentation for more than 30 software development projects, including developing macros to help update obsolete documentation. Became a mentor in the in-house System Development Methodology, coaching and assisting many project managers in the creation and tracking of their documentation. Audited project documentation, particularly in preparation for OCC audits, helping develop the bank’s reputation as the industry standard in system development documentation for banks. Became the facilitator of choice to conduct development meetings and JAD sessions for the bank’s largest projects, including a project to internationalize the bank’s entire credit card system. Ran teleconference meetings with simultaneous attendees in the US and UK. Produced complete, signed-off documentation at the end of the meetings, saving the bank thousands in time and money. Used Visio to create an analog of the bank’s web site to show API connections.
Target audience for the documentation: Developers, production support personnel, management, auditors, and regulatory people.
Application purpose: Sped up projects by managing, editing, and writing documentation and facilitating meetings for more than 30 projects related to credit cards. One project involved the internationalization of the entire credit card system; three others involved development of the telephone (customer service), mail, and fraud superstations. Part of the team to choose whether to go with the Rational or the Mercury testing and document management suites.
Languages application written in: They were coded variously in Java, HTML (created several project web sites), Visual Basic (including for the macros I created), PowerBuilder (used the PB interface to create technical specifications and code reviews), WebSphere, C++, Tuxedo, .NET, and in the IBM RAD environment. In the back end we used Informix, Oracle, and Sybase (there’s SQL in there, too) but we were working toward going exclusively with DB2. I was most closely involved with PowerBuilder and html code. Documents included an assortment of descriptions and requirements at several levels of detail, directed variously at technical, business, and management readers, SLA docs, minutes, summaries, reports, flowcharts, spreadsheets, and lots more.
Tools: Word, Excel, Powerpoint, Visio, Acrobat, Outlook, Sametime
Persons collaborated with: front end and middleware developers, architects, DBAs, networking and mainframe developers, programmers, executives, project managers, regular managers.
WESTERN IA TECHNICAL COMMUNITY COLLEGE, Adjunct Faculty [1995–1997] Developed and taught computer classes. Independently created course content, tests, and the syllabus from a brief outline. Material included logic, Boolean algebra, binary arithmetic, hands-on hardware basics, DOS, two word processors, two spreadsheets, and, at my instigation, Windows. Praised by the dean for good relationship with students.
Others

IBM, Tech Writer; developed mathematics curriculum using BookMaster. Worked with PhDs to create six grade-school-level math lesson and exercise books designed to go with educational software they were developing. Received high marks for the originality of my word problems. Also created a user guide for school-oriented networking software.
Gateway 2000, Sr. Tech Writer; wrote and edited user and technical manuals for many computers and accessories, including upgrading RAM for many specific systems; a chapter about modem technology for a textbook, and the separate computer glossary that was included with their computers for years. Developed award-winning instructional material for a subsidiary; this material was in use until Gateway finally stopped offering computer classes. Mentored/trained four other writers, including a few macros to simplify routine jobs.
Terra Industries; (agricultural chemicals mfg) researched and developed more than 50 best practices documents, saving over $50K.
Andersen Windows; contributed to and edited research department newsletter.
Doboy; (food packaging machinery mfg) developed documentation setup for new inventory management system.
Viking Telecom; created user and technical guides for a telephone call sequencer.
Bankers Systems; (bank forms design and printing) developed system for updating disclosure documents for hundreds of banks. 
Schmidgall Painting and Sandblasting; manager of safety. Developed a practical safety program, extensive dealings with OSHA regs and filings.
Magazines: two trade rags, TravelHost of Western IA, and several newsletters. Several cover articles. More brochures, restaurant menus, and others’ résumés than I care to count. 
Misc: Wrote car wash equipment, precision pump, and portable toilet (yes!) instructions for companies in Minneapolis. Classroom teacher at every level from K through college. Direct sales, home energy auditor, pastorate, radio announcer.
CREDENTIALS 
M Div, Central Seminary; BA in Classical Greek, University of Minnesota 
FBI background check for Civil Air Patrol and for state of Delaware
Teaching Certificate (IACS)

Radio broadcast license (FCC)

