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DIRECTOR | SENIOR DIRECTOR | EXECUTIVE DIRECTOR
Transformational healthcare operations leader with 10+ years optimizing patient access, home-based clinical services, risk adjustment and gap-closure programs, provider logistics, and multi-site contact centers for national health plans, academic medical centers, diagnostics organizations, and start-up environments. Proven success in scaling field operations, elevating visit capture rates, strengthening payor partnerships, and building high-performance teams.

PROFESSIONAL EXPERIENCE

Porter Cares, Inc., Baltimore, Maryland (Remote)			              			           2024-2026
Vice President, Process & Organizational Design / Director of Customer Success

Provided operations development and scalability solutions across risk and quality services for a start-up healthcare payor vendor.
· Improved operational throughput 15% by directing an enterprise-wide process redesign across the full care continuum to resolve systemic inefficiencies in outreach and post-visit support.
· Increased provider utilization by 50% across in-home and telehealth channels by developing national clinical capacity scaling models that addressed mismatched geographic demand and provider deployment.
· Drove operational output increases exceeding 100% for key health plan clients by engineering visit volume and completion forecasting models to solve production bottlenecks.
· Achieved full ODAG compliance and streamlined Medicare/Medicaid reporting through the creation of end-to-end grievance workflows and SOPs designed to eliminate regulatory gaps and coaching inconsistencies.

JMP CONSULTATION SERVICES, Atlanta, GA (Hybrid)				 		     2023-Current
Freelance Contract Operations Consultant

Provided healthcare operations management consultation and project management services for a Southeastern value-based care health plan vendor
· Designed implementation and launch strategy for a new clinician-based risk adjustment and quality service line of business
· Coached executive leadership on field operations scaling and patient outreach strategies
· Built geography-based scaling plan of field-based clinical capacity for delivery of in-home patient care services

HOMEBASE MEDICAL/SCAN GROUP, Long Beach, California (Hybrid)		      		           2024-2024 
Sr. Director, Clinical Operations – Homebase Medical

Developed and scaled patient engagement and capacity planning for post-acquisition healthcare provider, managing client relationships and end-to-end access operations. Drove clinical and operational optimization through analytics collaboration, team accountability, and execution of innovative business cases.

· Achieved a 48% service line operating margin by designing a new diabetic retinopathy screening service to bridge critical gaps-in-care for client health plans.
· Secured a scalable growth trajectory for the Annual Wellness Visit (AWV) service line by building a multi-state expansion plan across the Southwest to support major health plan clients.
· Maximized provider capacity utilization to 80% by strategically redeploying clinicians to high-demand regions in Southern California, solving for previous geographic resource imbalances.
· Realized a 35% increase in operational throughput by redesigning scheduling workflows for post-discharge and chronic care lines to eliminate existing patient processing delays.

QUEST DIAGNOSTICS, Santa Ana, California (Hybrid)				               		           2018-2024
Director Clinical Operations – Quest HealthConnect & ExamOne

Led $60M Medicare risk adjustment and care gap closure operations, overseeing payer implementations, member outreach, and a national field-based clinician network. Drove in-home assessment and diagnostic services strategy and executed a seamless inter-business unit transition while preserving margins and service quality.

· Slashed medical record processing costs by 70%, from $6.50 to $2.00 per record by deploying a computer-assisted coding platform to eliminate manual data entry inefficiencies.
· Reduced patient no-show/cancellation rates by 50% by integrating web-based ride-sharing services to solve transportation barriers for economically disadvantaged women’s health patients.
· Generated $850K in incremental annual revenue through the implementation of the "Field of Dreams" scheduling model to address underutilized provider blocks.
· Accelerated provider onboarding by 63%, reducing cycle time from 67 days to 25 days by re-engineering recruiting and credentialing workflows to fix talent acquisition bottlenecks.
· Achieved and sustained a world-class Net Promoter Score of 80 or more for 46 months by executing a service recovery and quality initiative that drove an initial leap from 37 to 84 within six months.

KECK MEDICINE OF USC, Los Angeles, California (Onsite)					           2010-2018
Director, Patient Access Operations

Led 24/7/365 enterprise operations for centralized patient access and front-end revenue cycle operations. Directed strategic planning and cross-functional alignment spanning physician capacity management, medical call center, after-hours coverage, and service line process improvement.

· Maintained a 90% call-answer rate in under 30 seconds across 1.9M annual calls by optimizing workforce management strategies to handle high-volume surges and service level requirements.
· Generated $695K in immediate savings by insourcing after-hours physician on-call coverage, replacing expensive external vendors with a more cost-effective internal model.
· Delivered a 10% annual reduction in a $5.5M operating budget through aggressive cost-containment initiatives and vendor contract renegotiations.
· Standardized physician scheduling and launched the USC Medical Call Center to resolve fragmented workflows and create a centralized, scalable entry point for patient access.
· Reduced staff turnover by 25% and boosted productivity by designing and initiating a remote agent program to address low morale and physical office capacity constraints.

PREVIOUS LEADERSHIP EXPERIENCE

TRIDENT DENTAL LABS, INC., Hawthorne, CA (Onsite & Int ‘l Travel)
Sr. Director of Operations
Leadership of international medical device manufacturing, diagnostic consulting services and Rx fulfillment.

KAISER PERMANETE – VISION SERVICES PROGRAM, Los Angeles, CA (Onsite)
Director of Operations
Leadership of Southern California regional optometric service line.  Chair of National Purchasing Organization.

EYECARE SERVICE PLAN, INC., Beverly Hills, CA (Onsite)
Operations Vice President
Leadership and scale-up from 16 to 32 optometric clinics across Southern California and the Central Coast.

UNITED STATES MARINE CORPS, Camp Pendleton, CA
Infantry Squad Leader/NCO, 1st Marine Division
Military Leadership.  Honorably discharged, decorated military service veteran with overseas deployment.

EDUCATION & PROFESSIONAL DEVELOPMENT

Master of Business Administration – California State University, Northridge (Master of Business Alumni Assoc)
Bachelor of Arts, Economics – California State University, Northridge (Dean’s List)

Healthcare Executive Leadership Program – University of Southern California 
Quality Management Systems Improvement Certification – Institute for Healthcare Improvement
Foundations of Leadership Program – Center for Creative Leadership

CORE COMPETENCIES

Enterprise-Wide Operations, Capital Planning & Property Development, Strategic Policy Development, Scaling Field Operations, Enterprise Risk Management, Budgetary Oversight & Sustainability, Regulatory Compliance & Auditing, Contract Management, Personal Care & Social Services Oversight, Patient Access & Gaps-in-Care, Value-Based Care & Quality Assurance, Succession Planning, Change Management & Team Development, Project Management, Cross-Functional Stakeholder Engagement, Capacity Management, Leadership, Strategy, Revenue Cycle Management, Call Center Leadership, Medical Device Logistics, Organizational Culture.
