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	Bradley P Lehman * IVR/VUI designer 
Dayton VA 22821 * 540-879-3576 * bpl@umich.edu

Handcrafted telephone interfaces since 1999

17 years of experience in full-time software development, 
with the most recent 8 designing and building 
touchtone and speech applications.


This resume is current as of 27 May 2008. * Source: http://www-personal.umich.edu/~bpl/resume-c.html 

Objective: a designer/programmer/analyst position to build and improve customer applications, preferably IVR.  I design and test sensible call-flows for automated support, self-service, and administrative systems.  I make them efficient, clear, and non-intrusive.

	I develop and maintain call-flow designs and their documentation in several ways: Visio diagrams, web-page modeling, and a custom database to generate the detailed dialogue state specifications.  

IVR development environment: the proprietary EPOS Firstline Encore and ScriptExpress (tools equivalent to Avaya Dialog Designer or Nortel/Periphonics MPS: Media Processing Server Developer).  I’ll learn others quickly.

Nuance speech recognition 2003-present, version 8.0.0+.  Text-to-speech engines, giving carefully misspelled substitutions for better pronunciation.  Voice talent coaching for English and Spanish prompts.  Audacity audio-editing software to control the timing of prompts.  

I have prepared product specification documents, test plans, and administrative manuals of various sizes: from 5 to 800 pages.
	Database background: SQL Server 2000/2005 database integration and design, PL/SQL stored procedures, Oracle.  I have tested with “Advanced” skills as SQL developer, and “Intermediate” as a DBA.  

XML, HTML, CSS, ASP (Active Server Pages), JavaScript, data conversions, web development.  Microsoft Office suite and Visio; Windows Movie Maker to produce 10-minute video demonstrations.  I continue to learn C# and ASP.NET.  During spring 2008 I do part-time consulting in web/SQL projects while seeking full-time VUI/IVR work.

I have native fluency in English, have conversational Spanish and German, and am able to read French.  Large-scale writing: graduate thesis, major research articles, technical documentation, and my music web sites.  Public speaking: concerts and harpsichord-tuning lecture/demonstrations.  I enjoy audiobooks and radio dramas, to hear how well-crafted words create context.

I depend on my musical ears for the pacing and content of audio presentations.  My experience as a classical CD producer helps.  Telephone systems for untrained callers must be clearly intelligible and provide adequate context.


Location: I live in Dayton Virginia, about 125 miles from either Washington DC or Richmond.  I prefer a mostly-telecommuting arrangement from an office in my house, if possible. This has worked very well full-time from 1999-2008, with internet and phone connections.  (Daily commuting to Bridgewater, Harrisonburg, or Staunton is also OK.)  Occasional team meetings in a larger office, or business trips to client sites, are fine at milestones in a project and to promote collaborative effort. Travel time should average out to be less than 10% of any typical day or week. 

My family time is a very high priority, when off-duty from job hours.  I must be home most evenings and all weekends.  My wife is a university instructor and department head, teaching conflict transformation and peacebuilding courses while finishing her dissertation.  Our children are 5 and 1.

Sample work is available at http://www-personal.umich.edu/~bpl/resume-c.html
…including my interactive web simulations of IVR and VUI systems, a video presentation about prompting style, and a page about my telephone-design principles.

Education

· A.Mus.D. (Doctor of Musical Arts), 1994, University of Michigan: harpsichord.

· A.M., 1992, University of Michigan: musicology.

· M.M., 1992, University of Michigan: early keyboard instruments.

· B.A., 1986, Goshen College, Goshen IN; majors: music, mathematics; minor: church music.

Work experience

· Tier Technologies Inc. (formerly EPOS Corp.), Auburn AL, Duluth GA, and Reston VA: 1999-2008 (January layoff).  Senior Programmer/Analyst as a 100% telecommuting employee.  I designed and developed IVR, web, speech-recognition/VUI, FAX, and modem-based systems on various platforms.  My duties on these projects included database modeling, conversions, and stored-procedure coding/testing, along with the voice interface design and maintenance.  I wrote product specifications, documentation, test plans, edited the recorded phrases, and coached voice talent.  My major projects for EPOS/Tier are listed below.
· CMDS Inc., Harrisonburg VA: August 1996-1999.  Software architect, researcher, and developer.  I designed and developed the web and touchtone interfaces for university course registration.  I was also the company’s webmaster for one year, developing style standards and content.  The company specialized in administrative systems for universities and colleges.  

· University of Michigan, Ann Arbor MI: 1993-1996. Applications programmer/analyst I.  I developed Oracle RDBMS applications in a data warehousing environment.  The tools included SQL*Plus, Oracle Forms, Oracle Reports, and Andyne GQL. 

· Goshen College, Goshen IN: 1986-1989.  Applications programmer/analyst.  I was the lead developer of relational data modeling, conversions, and all user applications for the administrative offices of Admissions, Housing, Alumni Relations, Registrar, Accounting, and telephone billing.  These were Oracle RDBMS applications on a VAX system.  

Project highlights for EPOS/Tier, 1999-2008

· Designed and developed two current VUI/IVR (speech recognition telephony) applications for the state government of Illinois: childcare support (2003) and food stamps renewals (2006-7). 

· Designed and developed the current delivery-tracking IVR system for Nestle Waters delivery in North America.  The truck drivers dial into the system at time-sensitive checkpoints.

· Developed and maintained parts of the current IVR systems for state government administration of unemployment benefits: Colorado, Virginia, Arkansas, and Vermont.  Helped to set up and test a Virginia Employment Commission call center.

· Developed a web-based application and customized IVR systems that provide course registration functions to colleges and universities.  Each of these interfaced with Datatel's "Colleague" software. 

· Developed an IVR interface for Medicaid inquiries in the state of Utah.  I also worked on more than a dozen smaller IVR projects for business or government systems.

· As a member of the R&D team I developed standardized auxiliary features (web, fax, e-mail, message queueing, and transaction inquiry) for the proprietary product line "FirstLine Encore" (principally an IVR implementation platform). 

· Designed and developed the current web-based system (SQL/ASP) for Dean Foods to restock its products weekly in more than 1000 supermarkets.  A sample screenshot is at my web site.

· Supported and customized parts of the HR systems for Tier, Footstar, Walt Disney World, a county in California, and several other clients.  In these I worked on interfaces with numerous insurance and health-care companies for employee benefit transmissions.
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