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SUMMARY

Conversational AI specialist with 6 years designing, shipping, and

tuning LLM-powered assistants for contact centers, banking, and

healthcare. Owned voice and chat assistants deflecting 4.2M

contacts annually and running on AWS Bedrock, Azure OpenAI, and

on-prem LLM stacks. Trained on 2024 LLM patterns (RAG, tool use,

structured outputs) but never loses sight of dialog UX, compliance

review, and agent-escalation quality.

EXPERIENCE

Senior Conversational AI Specialist

Genesys Cloud Services

Lead the conversational AI practice for a 6-person applied-AI pod inside

a global contact-center platform provider, partnering with 28

enterprise clients across financial services and healthcare.

May 2022 - Present Indianapolis, IN (Remote)

• Shipped LLM-powered virtual agents handling 4.2M customer

contacts per year with a 38% containment rate, up from 17% under

the prior rules-based stack

• Built reusable RAG + guardrails framework now deployed across 14

client tenants, cutting average time-to-launch from 14 weeks to 5

weeks

• Led an eval harness of 1,200+ regression utterances and LLM-as-

judge scorers, catching a model-update regression that would have

broken 3 live client bots

• Partnered with legal to clear HIPAA, SOC 2 Type II, and PCI reviews for

voice-enabled LLM assistants at 4 regulated clients

• Mentored 5 conversational AI designers and ran an internal training

series attended by 180 solution engineers

Conversational AI Engineer

Capital One

Built Eno (the bank's virtual assistant) features in Python and Rasa

supporting 13 million active US customers.

Aug 2020 - Apr 2022 McLean, VA

• Launched a fraud-alert triage flow that resolved 640,000 cases per

month end-to-end in conversation, saving $7.1M annually in agent

time

• Redesigned disambiguation dialog that cut mis-routed intents 32%

across the top 50 utterances

• Instrumented analytics that fed a weekly CX review attended by 3

business VPs and directly informed roadmap trade-offs

PROJECTS

Claims Copilot for a Top-10 US Insurer

Lead Conversational AI Engineer

Oct 2023 - Jun 2024

Designed RAG-based copilot covering 1,800 claims adjusters; answer

accuracy hit 92% on an internal eval and cut average handle time 27%

across 3.4M claims per year.

Azure OpenAI • LangChain • AI Search • Python

Voice Assistant for Telehealth Triage

Conversational AI Specialist

Jan 2023 - Sep 2023

Shipped HIPAA-eligible voice triage assistant handling 620k inbound

calls, achieving 86% intent accuracy and a 19-point NPS lift over legacy

IVR.

AWS Bedrock • Amazon Connect • Claude 3 • Twilio

SKILLS

LLM Prompt Engineering

RAG & Vector Databases

Dialog Design & Voice UX

Python, LangChain, LlamaIndex

NLU & Intent Modeling

Evaluation & Guardrails

AWS Bedrock & Azure OpenAI

Stakeholder Communication

LANGUAGES

English

Portuguese

EDUCATION

Bachelor of Science

University of Washington

Sep 2016 - Jun 2020 Seattle, WA

Computational Linguistics • GPA: 3.85/4.0

CERTIFICATES

AWS Certified Machine Learning -

Specialty

Mar 2024 Amazon Web Services

Advanced AWS ML certification including

Bedrock and SageMaker.

Microsoft Certified: Azure AI

Engineer Associate

Nov 2023 Microsoft

Azure OpenAI, Cognitive Services, and

responsible AI design.

STRENGTHS

Eval-first Mindset

Ships every dialog change behind a 200+ item

regression eval, so the product gets better,

not just different.

Compliance Fluency

Has carried assistants through HIPAA, SOC 2,

and PCI reviews, and knows when to say no to

a model call.
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