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SENIOR PROGRAM MANAGER

Program manager and operations leader with 12+ years leading cross-functional transformation programs, building PMO frameworks and program governance infrastructure, and driving execution across Product, Engineering, Finance, and Operations at AWS. Built cross-functional operating models, capacity models, and program health tracking systems from scratch that gave VP-level leadership the visibility to make real resourcing and planning decisions. Experienced partnering directly with executive sponsors on roadmap planning, risk identification, and change management across complex, multi-stakeholder programs with ambiguous scope and competing priorities. Track record of delivering programs on time through disciplined scope, schedule, and resource management in fast-moving, global environments.

CORE COMPETENCIES

• Program Lifecycle Management	• Strategic Initiatives & Planning	• Governance & Operational Excellence
• Change Management & Process Improvement	• Milestones, Deliverables & Risk Mgmt	• Performance Metrics & KPI Reporting
• Executive Communication & QBRs	• Capacity Planning & Workforce Modeling	• Operating Model Design
• Renewals & Sales Operations	• Cross-Functional Program Execution	• Salesforce CRM
• Churn Risk & Retention Strategy	• Renewal Lifecycle Management	• AI Automation (Claude, ChatGPT)
• PMO Methodology & Governance	• Risk & Dependency Management

WORK EXPERIENCE

Amazon Web Services, Inc.  | Frisco, Texas
Program Manager II, Support Engineering SME Operations	Aug 2024 – Present
Partnered with key stakeholders across AWS Support Operations, Service Owners, and Workforce Management to build the operational and capacity planning infrastructure for AWS Support Engineering's global SME program, replacing a flat 45% staffing target with a data-driven demand model validated across 6 services and adopted by L8 leadership for 2026 planning.
1. Built Support Engineering's first data-driven SME demand and capacity model, which produced capacity targets and associated financial estimates that informed L8 leadership resourcing decisions for 2026 workforce planning.
1. Applied the SME demand model across 6 AWS services and found 4 understaffed by an average of 15%, with one gap as large as 96%. These were risks the prior planning approach had no way of surfacing.
1. Designed and ran an 8-week post-accreditation pilot across 73 SMEs and 4 services to test program feasibility, using the findings to reshape 2026 strategy and get stakeholder alignment on a phased rollout plan.
1. Created the SME program's quarterly VP-level business review from scratch, giving Product, Engineering, and Operations leadership a consistent mechanism to act on resource tradeoffs, execution risks, and program priorities.
1. Partnered with Support Engineering leadership to translate 2025 and 2026 workforce strategy into an operational execution plan, cascading goals across SXOs, WFM, and Capacity Planning through a PMO framework that defined roles, milestones, impact tracking, and program review cadences tied to measurable business objectives.
1. Scoped and drove an automated SME contribution tracking integration within SXO Pulse, replacing a manual process with an org-wide solution and managing feature governance and stakeholder requirements through a structured change management process.
1. Piloted generative AI tools across SME program workflows, using AI-assisted meeting summarization, content drafting, and reporting to reduce manual preparation time and accelerate turnaround on VP-level business review materials.
Sales Operations Manager, Marketplace Partner Finance Success	Oct 2023 – Aug 2024
1. Coordinated the GTM launch of the Flexible Payment Scheduler across Product, Finance, and Partner teams, aligning launch readiness, seller enablement, and operational support across functions with competing timelines.
1. Owned the finance operations relationship for 5 assigned Marketplace partners, leading standing payment review cadences and resolving 40 weekly cases to unblock 10 sellers per week on invoice, payment, and tax issues.

Program Manager II, Marketplace Renewals Strategy & Sales Operations	Aug 2020 – Nov 2023
Sole owner of AWS Marketplace's global renewals infrastructure, managing the end-to-end renewal lifecycle and driving retention across a 500+ stakeholder ISV partner ecosystem supporting $920M in TCV.
1. Drove $920M in renewed TCV and 165% YoY growth as the first dedicated owner of Marketplace renewals strategy, building the program's operational infrastructure from scratch across a global ISV partner ecosystem.
1. Eliminated 75% of manual reporting for a $920M+ pipeline by building the first centralized renewals KPI dashboards with BI and Engineering, establishing data integrity standards that gave leadership real-time, reliable pipeline health visibility for the first time.
1. Improved at-risk account engagement across 500+ global sales stakeholders by launching an internal notification system that surfaced expiring renewal lifecycle opportunities, enabling earlier outreach and reducing churn risk on high-value accounts.
1. Built and led a quarterly QBR cadence for VP-level stakeholders, translating ISV renewal pipeline data into prioritized risk and opportunity readouts that gave leadership a recurring mechanism to act on renewal performance.
1. Led Future Dated Agreements from scoping through go-live, aligning Product, Finance, and Partner teams across competing timelines to deliver a new Marketplace transaction model with zero disruption to existing operations.

Mu Sigma, Inc.  | Plano, Texas
Sr. Engagement Manager, Commercial Strategy & GTM Analytics	July 2018 – May 2020
1. Worked directly with PepsiCo commercial and sales leadership across pricing strategy, portfolio optimization, trade promotion planning, and go-to-market programs, building firsthand understanding of how PepsiCo's commercial operations drive revenue and distribution decisions.
1. Grew PepsiCo engagement revenue by 60% through commercial strategy programs covering pricing analysis, portfolio optimization, and go-to-market planning, translating data-driven findings into executive investment decisions.
1. Identified up to 12% in incremental revenue opportunity at PepsiCo by analyzing regional pricing gaps and building recommendations that supported targeted pricing actions across distribution channels.
1. Improved customer-level sales forecast accuracy by 90% over internal models by delivering trade promotion optimization prototypes that enabled more precise unit sales predictions for retail planning.
1. Generated $1M+ in cost savings at PepsiCo by identifying high- and low-velocity products through supply chain and customer analytics, enabling more efficient inventory allocation and distribution decisions.
Sr. Engagement Manager, Sales Strategy & Commercial Intelligence	June 2017 – July 2018
1. Drove 75% organic portfolio growth ($1.2M+ annual value) by building executive-facing sales performance dashboards that consolidated global data and surfaced targeted growth opportunities for leadership.
1. Designed a strategic account selection tool for Dell's Marketing and Sales teams that consolidated data-driven targeting criteria, enabling more precise planning for customer events and field outreach.

Infosys Limited | Plano, Texas
Business Development Executive, Retail/CPG & Logistics	Aug 2014 – Nov 2016
1. Drove 10% quarter-over-quarter revenue growth by leading strategy meetings with offshore delivery teams to craft and sell proactive proposals for key Retail & CPG client initiatives.
1. Managed a $2M+ annual Engineering Services railway portfolio, directly responsible for all projects and initiatives across the book.
1. Led the pursuit team for a $500M IT Service Modernization RFP for a leading North American Railway, coordinating a multi-unit response across service lines.

EDUCATION

Southern Methodist University, Cox School of Business | Dallas, Texas	May 2014
Master of Business Administration — Marketing, Strategy & Entrepreneurship
University of North Texas | Denton, Texas
Bachelor of Business Administration, Marketing

PROFESSIONAL DEVELOPMENT & CERTIFICATIONS

Google AI Professional Certificate | Coursera – Issued Apr 2026
Google AI Prompting Essentials | Coursera – Issued Feb 2026
Google AI Essentials | Coursera – Issued Feb 2026
Program Manager Professional Certificate, IBM | Coursera – In Progress
