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SUMMARY

RICARDO H. MORALES – CHANGE MANAGEMENT AND XOC COMMUNICATIONS LEAD

EXPERIENCE SUMMARY

Mr FaoraFes has over 15 years ol professional expwlenm in Information Technology work

PROFESSIONAL BACKGROUND

Change Management and XOC Communications Lead, Pragmatics, Inc, (2017 - Present)

Contwtiw for R>oz Allen Hamilton/Center For Medicare and Medicaid Services (CMS)
Maintain change management proc©s and staketxiders’ mmmunicatlon to provide clear action and
langu qe wInk the 24/7 eXcharge Operatbns Center for CMS' AfforddHe Care Act (ACA) pnNram.

• Succnsfully updatul arxl restructured content and recipbnt list of over 100 oommLnbaUon
notIces to ttw ACXs Federal and State s{akehold©s.

• Serve as team trainer for JIRA, Confluence, GovDelivery, and SewiceNow applications

• Have consistently ddivered zcwab arxl timely wekly eommunbaUons regardIng matntenar£e
events for the FaIeraly FacilitataJ MarketplacdExchange.

Exchange Operations Center AnaVst, Pragmatics, Inc, (2016 - 2017)

ContractIng br Booz Allen Hamilton/Center For Medicare aIXI Medicaid Sewims (CMS)

Maintained siuationd awareness of the operational status of all systems by monitoring and analyzing real-time displays of key system metrics

Also provIded centralizu$ communbation and ooordhabon for mutti-vendor, multi-system deployments of applicatk)ns, patches, and conftguratbn

changes to PreProductbn and Paxluction environments while executing problem man%ement for high-lmpactoperatbnal incidents

ROLE: Change Management and
XOC Commuilcations-Lead
SKILLS:

• Project Management

• Business Analysis

• Relatbnship Mxlag€nent
• CornmunbaUons Lead

• Higher Educdk3n Adminisba6on

YEARS OF EXPERIENCE: 15+. lndudl®
5 ye81s of M8rketplan experierw

EDUCATION:

• BA, Scxiotogy, Cornell University

LAUREATE EDUCATiON, INC., Baltimore, MD, (2007 - 2016}

Send in numerous progressing roEos over a 9-yearcarmr at Laureate Education during WhICh I resurrected an online student community, managed
operations for the IT department of a brick and mortar institution and served as a busin®s anaVst. relationship manager, and was the primary voice
betvmn IT developers and University clients.

Director, Online Student Comnunity, The University of Roehampton London Online, Inc., (2014 - 2016)

Delivered increashg student satisfxtion with the online student cunmunity experIence, st©ngthening student identity to. and affilutlon with
the online graluate program

• Implemented and successfrdy managed Roehampton's online referral progrzn, resulting in 17% increase in enrollnlents fran referrals.

• RaIned and implernented Roehampton EmployabiIIty and Careers Hub (REACH), providing aided value to master’s degrw program.

• Managed, analyzed and reported on retention outreach pilots. delivering results<]Hven data to executives,

Director, IT, The National HispanIc University & Canter, (2012 . 2014)

SumessfuIly aligned IT pro}ects with departmental budget. Streamlined technical support pruess for faster, moro efficient service.

• Renegotiated institution's communications contrxt. resuHing in annual savings of over $26K

• Supervised luhnk:aI support SFncialists, ddvhg paxluctivity and increasing customer{entered support.

• Managal dmcxnmission and replacement of outdated equiprnent improving technical pKxiuctivtty and client satIsfaction.

Business Anabst J Relationghip Manager, Walden University, Kendall College, Ngw School of Architecture and DnIgn, Santa Fe
University of Art and tb8ign, and The National Hispanic Univentty, (2007 - 2011 )

Adept communIcator serving as primary caRat between softwae developmenl IT release team and quality asswance team and company
clients to ensure technically a:curate and federalV comdiant requests and deIIverables.

• Project manager for implementatbn of several business unit appIIcations (live chat, electronic fax, online tutoring service, online assessment
&xls) with high wnentage of on-time and Ohbudget delivery

• Created funcliond specifnatbns, Vlsb process d<numents and proMt limellrns for busin©s requests, facilitating lalnch, dmurnentalion,
and use of new appltatbns,



HIGHER EDUCATIONAL EXPERIENCE

EMORY UNIVERSITY, Goizueta Business School, Atlanta, GA 2005 - 2007

Associate Director, BBA International Programs

Man Hed incoming and outgoing exchange and study ab©al PKurams ard estabIIShed and maintained relationships with internationd
participxlts from 40 diverse countries. Established future affiliatbn by connecting them to alumni programs,

Traveled intematbnally to culttvate and revitalize exchange partnerships with taF>Her internatbnal business scR>eIs resulting in nactivalk)n of
5 dormant programs.

Created ard deliwred numerous pnsentatkns on studying at)rod for dom nbc students; and studyrIg, livi®, ard traveling in th United Stat%
for foreign stLXJents,

Advisai an ave we of 30 international exchange students per snnoster maintainIng 95% A+ ratjngs from students.

R8i8signed and maintained Intemational Programs website, eliminating the maintenance cut.
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GEORGETOWN UNIVERSITY, Washington, DC 2003 - 2004

Academic Counselor, Georgetown College Dean’s Office

Passionate counselor focused wi making degree rquirement fulfillment undersbndab Ie and appttabl8 for Georgetown College seniors

• Counsel<1 and ceRI Bed College seniors, facilitating clearance through graduation requirements.

• ScrIpted. maintained, and vertfied accuracy of Degree Audit for CoHege seniors in UniversiV's Student Informatbn System (SIS). ensuring
1 (E% accurate data for graJuaUon certification

CORNELL UNIVERSITY, Ithaca, NY 1999 - 2003

Associate Director, OffIce of MinorIty EducatIonal Affairs I Committee on Special Educational Projects

Provida:I leadership in devebpment ald presentation of programs aM strategies that increnod sensitivity and knoMedge of cultural diversIty
througtx)ut university community to supFnrt md retain under©presented minority students.

• Developed and nurtured relaUonshbs between Office of Minority Educatbnal Affairs and other key offices throughout university and Ithaca
community increasing unIts influence on community.

• SemI as one of five Crisis Managers provIding leadership and coordinatbn in response to institutional-wWe emergencies.

• Taught four'week substace abuse prwentbn workshops and submitted reports to Judicial Administrator and University Health Services,
bringing needed visibility to issues ofchemlcd abuse and giving students a charce to avoId xi officid reprimand on their record.


