Nicole M. Amos http://www.linkedin.com/in/nicolemamos

Nicole M. Amos, SPHR
Rutland, MA  ( 508-308-0882 ( nickiamos@gmail.com ( http://www.linkedin.com/in/nicolemamos

EXPERIENCED MANAGEMENT EDUCATOR
A seasoned and innovative education professional with a decade of experience in higher education teaching as well as developing and leading on-ground and online programs. Plus 14 years of corporate experience in management, leadership, instructional design, and employee education across a variety of industries, including healthcare, insurance, and finance. Demonstrated expertise in enhancing teaching and learning through technology, designing curriculum, and implementing best practices in pedagogy and andragogy. Proven leadership in managing diverse teams, fostering inclusive learning environments, and driving organizational change. A strategic planner with a track record of evaluating and improving student and employee outcomes and executing successful training and development programs. Skilled in stakeholder engagement, project management, and leveraging data to assess and expand the impact of educational initiatives. MBA in Management, PhD Candidate for PhD in Organizational Leadership, a variety of HR certifications, including the Senior Professional Human Resources designation, Inclusive Teaching for Equitable Learning micro credential, and Lean Six Sigma Green Belt.
( Blackboard, Canvas, Moodle 
( Teaching: in person, online (asynchronous), and virtual (Zoom, synchronous)            ( Project Management   ( Instructional Design       ( Universal/learner-centered design           ( Lean Six Sigma Green Belt
( eLearning Tools: Adobe Suite, Articulate Studio, Articulate Storyline, Camtasia, iSpring, Vyond (GoAnimate), PowToon




EDUCATION

Ph.D., Organizational Leadership 

    The Chicago School of Professional Psychology    In progress PhD Candidate/Dissertation in progress (currently in IRB): The Impact of Supervisor-led Career Development Coaching on Employee Perceptions of Motivation, Job Satisfaction, and Turnover Intent
M.B.A., Management 
                        

      University of Massachusetts Amherst, MA                      2006
B.A., Politics, (Minor in Business Administration)    Framingham State University, MA                                  2000





PROFFESIONAL DESIGNATIONS & CERTIFICATES


HRCI (HR Certification Institute): - SPHR (Senior Professional in Human Resources)

  Certificates: 

  ( Diversity and Inclusion in HR Management 
( HR Ethics (10 course certification program) ( California HR

  ( Workforce Analytics    (  Social Media in HR     ( Confidentiality and Technology     (  Risk Management


GoLeanSixSigma: Lean Six Sigma Green Belt

ACUE (Association of College and University Education): Inclusive Teaching for Equitable Learning micro credential 



TEACHING EXPERIENCE

Johnson & Wales University, Providence, RI
   
                                                                   8/2016 – Present
Associate Professor                               



                                                   5/2020 – Present
· Develop and teach courses incorporating diversity, equity, inclusion, and belonging to prepare students to be inclusive global leaders. Strong focus on experiential learning: introduction to management | training & development | compensation & benefits | workforce planning & deployment | global strategic management | human resource management | organizational behavior | managerial technology | leadership.

· Serve as the faculty advisor for the JWU chapter of SHRM (Society of Human Resource Management).

· Utilize my experiences as a first-generation college student to advise, mentor, and guide students.

· Represent Johnson & Wales University in the Providence RI chapter of the Rotary.

· Oversee the curriculum for 8 business related programs of study. Collaborate with faculty to design and update academic programs and courses to align with industry standards.
· Provided curriculum and accreditation expertise to the launch of the new Cannabis Entrepreneurship degree.
· Lead assessment of student learning outcomes and evaluation of effectiveness/impact of learning programs for the Department of Management in the College of Business.

· Represent the Department of Management on the College of Business Strategic Planning Committee and the Accreditation Committee.

· Served as the Chair of the College of Business hiring committee.

· Full life cycle recruiting, faculty onboarding, and training/mentoring of committee members. 

· Chaired the JWU Faculty Development Center. (AY 21/22)

· Managed $250,000 Davis Fund Educational Grant. 

· Developed and organized faculty training and development programs serving more than 500 faculty members on the Providence and Charlotte campuses. 

· Organized and managed multi-campus diversity, equity, inclusion, and belonging (DEIB) events and culture change initiatives.

· Designed and delivered faculty training workshops on remote teaching and coached faculty in the College of Business, College of Arts & Sciences, and College of Health & Wellness on designing and teaching remote classes as part of the grant funded Alternative Academic Delivery Super User program during the pandemic. 
· Secured a $25,000 grant for research into Reducing Recidivism Through Counseling, Mentoring, and Career Preparation. 
· Conducted phenomenological research in partnership with the non-profit Building Families Together to explore and analyze the journey of job applicants with criminal records trying to rebuild their lives. Mentored two student research assistants.

Chair, Department of Management, College of Business                                                           7/2022 – 12/2023
· Developed and taught courses incorporating diversity, equity, inclusion, and belonging to prepare students to be inclusive global leaders. Strong focus on experiential learning: introduction to business & management | training & development | compensation & benefits | workforce planning & deployment | strategic management | human resource management | organizational behavior | managerial technology | leadership.

· Utilized my experiences as a first-generation college student to advise, mentor, and guide students.

· Oversaw, coached, and developed 10 fulltime and 12 adjunct faculty members. 
· Analyzed student evaluation responses, conducted faculty evaluations, and provided feedback and coaching for professional development. 
· Created teaching schedules that balanced student, university, and faculty needs.

· Led assessment of student learning outcomes and evaluation of effectiveness/impact of learning programs for the Department of Management in the College of Business. 

· Oversaw the curriculum for 8 business related programs of study. 
· Collaborated with faculty to design and updated academic programs and courses to align with industry standards. 
· College of Business curriculum lead for the interdisciplinary (College of Business and College of Health & Wellness) BS Healthcare Administration.
· Resolved student concerns and served as university and student point-of-contact for escalated needs in the business administration, management, international business, human resources management, supply chain & operations management, entrepreneurship, business studies, and cannabis entrepreneurship majors.

· Developed and promoted extracurricular activities for students, including professional organizations such as SHRM (Society for Human Resource Management) and ASCM (Association for Supply Chain Management).

· Built relationships with alumni, local professionals, and businesses to develop opportunities for experiential education projects, internships, and mentorships. 

· Managed budget and resources within the department.

· Served as the Chair of the College of Business hiring committee. 

· Full life cycle recruiting, faculty onboarding, and training/mentoring of committee members. 

· Coached and developed faculty to move up into leadership roles within the College of Business for succession planning.

· Represented Johnson & Wales University in the Providence RI chapter of the Rotary.

· Served as the faculty advisor for the JWU chapter of SHRM (Society of Human Resource Management).

Assistant Professor                                



                                                    8/2016 – 5/2020

· Developed and taught courses incorporating diversity, equity, inclusion, and belonging to prepare students to be inclusive global leaders. Strong focus on experiential learning: introduction to business & management | training & development | compensation & benefits | workforce planning & deployment | strategic management | human resource management | organizational behavior | managerial technology | leadership.

· Utilized my experiences as a first-generation college student to advise, mentor, and guide students.

· Oversaw the curriculum for 8 business related programs of study. 
· Collaborated with faculty to design and update academic programs and courses to align with industry standards.
· Led assessment of student learning outcomes and evaluation of effectiveness/impact of learning programs for the Department of Management in the College of Business.

· Served as the Chair of the College of Business hiring committee. 

· Handled full life cycle recruiting, faculty onboarding, and training/mentoring of committee members. 

· Served as the faculty advisor for the JWU chapter of SHRM (Society of Human Resource Management).

· Represented the Department of Management on the university level Student Retention Committee.

Summary of courses taught at Johnson & Wales University:

(BUS=business, MGMT=management, IDT=instructional design and technology)
	Undergraduate
	Graduate

	BUS 1001 Introduction to Business and Management
	MGMT5800 Effective Leadership

	BUS 4030 Global Strategy Capstone
	MGMT6360 Organizational Theory and Change

	MGMT1001 Contemporary Business Management I
	IDT6300 Project Management for Learning and Development

	MGMT1002 Contemporary Business Management II
	IDT6600 Emerging Trends in Multimedia

	MGMT 2001 Human Resource Management
	

	MGMT 2020 Organizational Behavior
	

	MGMT3005 Workforce Planning and Deployment
	

	MGMT3015 Labor Relations
	

	MGMT 3030 Managerial Technology
	

	MGMT3050 Compensation, Benefits and Total Rewards
	

	MGMT3060 Training and Development
	

	MGMT4020 Strategic Management
	

	Study Abroad – Ireland – Operations Management (https://www.jwu.edu/news/2020/01/a-summer-trip-to-ireland.html)


Summary of committees and appointments at Johnson & Wales University:

(COB=College of Business, DOM=Department of Management)
	Committee/Organization
	Role
	Years

	Rotary Club of Providence RI
	Representative for JWU
	2023-present

	COB Strategic Planning Committee
	Representative for DOM
	2022-2023

	COB Accreditation Committee
	Representative for DOM
	2022-2023

	University Committee on Academic Rank (faculty promotion)
	Elected COB representative
	2020-2023

	COB Faculty Search committee


	Chair 
	2017-2023

	
	Member
	2016-2017

	JWU Faculty Development Center Leadership Committee
	Chair
	2021-2022

	
	Member – COB Representative
	2020-2021

	COB Student Learning Outcomes Committee
	DOM lead
	2016-2022

	Academic Continuity Committee (initial pandemic response)
	Faculty representative for COB
	2020

	COB Scholarship Committee
	DOM faculty representative
	2018-2019

	Cross-Campus academic calibration committee
	DOM lead
	2017-2019

	COB Student Retention Committee
	DOM faculty representative
	2016-2017






ADJUNCT TEACHING EXPERIENCE

Adjunct Instructor, Anna Maria College, Paxton, MA                                                                    1/2014 – 5/2016

· Taught graduate courses in the MBA program (Course: Management).  

Adjunct Instructor, Southern New Hampshire University, Remote                                              1/2014 – 12/2016

· Taught undergraduate courses (Courses: Principles of Management, Human Relations in Administration).  

Adjunct Instructor & Course Author, Herzing University, Remote                                              2/2011 – 5/2015
· Taught undergraduate courses (Courses: Intro to Management, Advertising & Public Relations, Principles of Marketing). 
· Developed undergraduate business courses and served as peer reviewer for courses authored by other faculty.



AWARDS & HONORS

Best Outstanding Compact Case | The Case Centre, Cranfield University, Bedfordshire, UK | 2023 
The Case Centre is the home of the case method. This non-profit organization is the distributor of the largest collection of management cases in the world, promotes the use of case teaching in universities, and recognizes case authors and case teachers through global awards and competitions. https://www.thecasecentre.org/AboutUs/mission  
 
· The Outstanding Compact Case Competition accepts nominations for short cases (five pages or less) written by business or management teachers around the globe. 
· Ivey Publishing nominated Alice’s Maternity Leave: Beneficial Leave or Left Behind?, written by John Varlaro and Nicole Amos. This case won Best Outstanding Compact Case for 2023. https://www.thecasecentre.org/caseSpotlight/2023/Alice
Best Practices Cohort | Johnson & Wales University, Providence, RI | 2018/2019 AY 

The Best Practices Cohort at Johnson & Wales University is a faculty recognition and growth program where college deans and associate deans nominate full-time faculty members according to each year’s theme and requirements. Nominations are evaluated by members of the Provost’s Office and final selections are made by the University Provost. Faculty members selected to represent each college submit a research proposal, and once approved, engage in research workshops, attend a developmental conference, implement their proposed research in the classroom, and present the findings at the Johnson & Wales University Annual Faculty Scholarship Showcase.
· The 2018-2019 academic year’s Best Practices Cohort theme was innovation in the classroom. 

· Conducted research on gamification in undergraduate and graduate education.

· Attended the 2018 Lilly Conference – Innovative Strategies to Advance Student Learning, Ashville, NC.

· Presented findings at the 2019 Annual Faculty Scholarship Showcase: Gamification to Increase Student Engagement, Increase Concept Retention, and Improve Application.



PUBLICATIONS

Varlaro, J.D., Amos, N.M. (May 20, 2022). Alice’s Maternity Leave: Beneficial Leave or Left Behind? Ivey Publishing. https://www.iveypublishing.ca/s/product/alices-maternity-leave-beneficial-leave-or-left-behind/01t5c00000D693AAAR           
Varlaro, J.D., Amos, N.M. (September 2, 2021). Hailey’s Handbags: Customer Complaints or Cyberbullying? Ivey Publishing. https://www.iveypublishing.ca/s/product/haileys-handbags-customer-complaints-or-cyberbullying/01t5c00000D4plNAAR 

Amos, N.M. (December 1, 2017). Chaos and Complexity Theory Applied to Bullying at Work. NCDA (National Career Development Association). https://www.ncda.org/aws/NCDA/pt/sd/news_article/148442/_PARENT/CC_layout_details/false 



CONFERENCE PRESENTATIONS

Amos, N.M. (July 13, 2023). Gamify Your Case [Conference keynote/plenary session]. Asociacion Latinoamericana de Casos (ALAC) 2023 Annual Conference, Virtual & Guadalajara, Mexico.


Amos, N.M. (October 11-12, 2021). Gamification for Creative Course and Student Program Design [Conference session]. 2022 Johnson & Wales University Transformative Approaches Expo, Virtual.


Amos, N.M. (October 11-12, 2021). Gamify Your Case [Conference session]. North American Case Research Association 2020 Annual Conference, Virtual.


Amos, N.M. (October 11-12, 2021). Gamified Case Writing [Paper presentation]. North American Case Research Association 2021 Annual Conference, Virtual.


Amos, N.M. (September 26, 2019). Gamification to Increase Student Engagement, Increase Concept Retention, and Improve Application [Poster presentation]. Johnson & Wales University Faculty Showcase, Providence, RI, United States.

Dolansky, E., & Amos, N.M. (February 24, 2023). Cases are Stories [Conference keynote/plenary session]. Southeast Case Research Association (SECRA) 2023 Conference, Myrtle Beach, SC.

Varlaro, J.D., & Amos, N.M. (October 11-12, 2020). From Department to Practice: DM Fisher’s HRM Transition [Paper presentation]. North American Case Research Association 2020 Annual Conference, Virtual.


Varlaro, J.D., & Amos, N.M. (October 10-11, 2019). Alice’s Maternity Leave: Beneficial Leave or Left Behind? [Paper presentation]. North American Case Research Association 2019 Annual Conference, Orlando, FL, United States.

Varlaro, J.D., & Amos, N.M. (September 26, 2019). Alice’s Maternity Leave: Beneficial Leave or Left Behind? A Primary Researched Case Study [Poster presentation]. Johnson & Wales University Faculty Scholarship Showcase, Providence, RI, United States.

Varlaro, J.D., & Amos, N.M. (October 25, 2018). Hailey’s Handbags: Customer Complaints or Cyberbullying? An Interdisciplinary, Primary Researched Case Study [Poster presentation]. Johnson & Wales University Faculty Scholarship Showcase, Providence, RI, United States.


Varlaro, J.D., & Amos, N.M. (October 11-12, 2018). Hailey’s Handbags: Customer Complaints or Cyberbullying? [Paper presentation]. North American Case Research Association 2018 Annual Conference, Tempe, AZ, United States.




VOLUNTEER EXPERIENCE
Community Action Partnership of Providence, RI       
                                                                     8/2021 – Present
Organizational Development Consultant 
· Designed and executed an employee satisfaction survey and analyzed results. 
· Partner with executive leadership to develop and implement initiatives to improve employee satisfaction & change organizational culture. 
· Deliver workshops to improve leadership practices and employee experience. 
· Readminister survey annually to assess impact of learning and development programs on job satisfaction.

North American Case Research Association (NACRA)      



          10/2018 –Present
                                 
Immediate Past President                                                                                                             10/2023 – Present
· Mentor current president and VP Programs. Provide conference planning expertise. Manage conference awards.
President                                                                                                                                        10/2022 – 10/2023 

· Served as the 2023 president of NACRA, an international business case research organization. 
· Led the executive board, determined future conference venues, guided the implementation of organizational policies, and mentored the VP. Programs. 
· Recruited, selected, and managed volunteers.

VP, Programs                                                                                                                                10/2021 – 10/2022

· Developed and provided training and coaching to case researchers. 
· Organized and managed the 2022 NACRA conference in Niagara Falls Canada, serving 26 countries. 
· Recruited, selected, and managed volunteers.
Track Chair, Human Resources & Organizational Behavior                                                      10/2018 – 10/22

· Recruited and assigned reviewers to assess conference submissions. 
· Provided coaching to case writers. 
· Led conference table discussions on submitted cases.

Case Research Journal    





                                   10/2022 – Current
Ad-Hoc Reviewer 
· Provide supportive and constructive feedback to case writers who submit their cases for publication.



PROFESSIONAL EXPERIENCE

Anna Maria College, Paxton, MA
 





            10/2014– 7/2016
Director of Online Programs




                                                    7/2015 – 7/2016

· Supervised/monitored, coached, and assessed online faculty. Provided training and coaching on online teaching best practices to improve faculty performance and student outcomes.

· Coordinated closely with Subject Matter Experts to develop curriculum and educational materials. 

· Conducted full life cycle recruiting for online faculty with a focus on increasing the diversity of faculty.

· Led efforts to assess student achievement of learning outcomes/impact of learning. 

· Designed online undergraduate and graduate courses. 

· Designed and developed courses, with faculty, to launch the Master’s Degree in Health Emergency Management.

· Designed and developed a new accelerated online BS in Business Administration degree.

· Served as a technical resource to faculty in the development and delivery of online courses and uses of technology in the classroom. 

· Coached faculty in design choices based on sound pedagogy and andragogy. 

· Ensured compliance with Section 508 of the Rehabilitation Act and accreditation standards/requirements.

Instructional Designer




                                                               10/2014 – 7/2015

· Coordinated closely with Subject Matter Experts to develop curriculum and educational materials. 

· Designed online undergraduate and graduate courses. 

· Designed and developed courses, with faculty, to launch an accelerated online undergraduate business BSBA (Bachelor of Science in Business Administration).

· Designed and developed a new accelerated online BS in Business Administration degree.

· Served as a technical resource to faculty in the development and delivery of online courses and uses of technology in the classroom. 

· Coached faculty in design choices based on sound pedagogy and andragogy. 

· Ensured compliance with Section 508 of the Rehabilitation Act and accreditation standards/requirements.

· Committees: Outcomes Assessment Committee member. 

Summary of committees at Anna Maria College:

	Committee/Organization
	Role
	Years

	Academic Integrity Committee
	Chair
	2014– 2016

	Outcomes Assessment Committee 
	Member
	2014– 2016

	NEASC (New England Association of Schools and Colleges) Self-Study Committee
	Member
	2014– 2016


Aetna Healthcare, Remote                                       
                                                               4/2012 – 10/2014
Learning Consultant, 
· Designed and developed eLearning courses, such as “Medicaid vs. Health Exchanges: Key Terms, Concepts and Differences” as well as several soft skills and technical training programs. 
· Created videos, redesigned internal resource websites, and served as a member of the Learning & Performance Technology Team. 
· Taught mentor development courses and co-managed the Preceptor (Mentor) Program.
· Organized and led the Learning and Performance Fall 2013 Professional Development Conference and facilitated the "Engaging Virtual Learners" module.

· Designed a Distance Facilitator Assessment and a Distance Instructional Designer Assessment to evaluate the impact of learning events and activities.  

· Lead project manager for Medicare Service Operations Annual Enrollment training program and lead curriculum developer for the Medicare Service Operations division.

SALMON Health and Retirement, (Multiple Sites) MA                                                                    2/2008 – 4/2012
Director of Employee Education, 
· Originated the Director of Education role and created the SALMON Health and Retirement Employee Training Department from the ground up by creating a 3-year strategic plan to support the alignment of curriculum objectives to competency models. Expertly balanced the career education needs of 1,500 employees at the Company’s 6 locations. Designed and managed new hire orientation and onboarding. 
· Conducted needs assessments to determine development areas. Managed 7 senior trainers/instructional designers and training managers across 6 locations. Performed trainer and instructional designer observations/performance assessments. 
· Collaborated with Director of HR and senior leadership team on employee appreciation events.

· Prepared department leaders and team members to recruit and interview volunteers. Managed CORI/SORI checks. Developed organizational and department level volunteer onboarding and training.

· Created and managed employee communications about education and professional development opportunities and community communications about volunteer opportunities.
· Developed and managed full life cycle recruiting process for nurse educators.
· Conducted outreach to local high schools, 2-year colleges, and 4-year colleges to recruit volunteers, interns, and employees.
· Collaborated with department heads to create performance metrics for each role.  Used those metrics to create a new performance-focused employee evaluation form. Created a Management Competency form and development process. 
· Developed employee educational materials for annual Open Enrollment events and co-ran Open Enrollment events with Director of HR.
· Managed relationships with local organizations such as the Intercare Alliance and Quinsigamond Community College and applied for and managed Workforce Training Fund grants.
· Created Mentor & Leadership training program.  83% of management vacancies filled with graduates of program (from program creation to 1 year after leaving the organization, current % unknown). 

· Provided internal consulting and coaching to managers from supervisory level through C-level executives, including the Director of HR, on: diversity, equity & inclusion, culture change, change management, employee training & development, recruiting, interviewing & hiring, HR laws and regulations (Federal & State law, NLRA), project management, strategic planning, performance management, motivation & recognition, employee records management, conflict prevention & resolution, employee/labor relations, organizational policy development, stay interviews, exit interviews, employee retention, offboarding, and budget management.

· Designed and delivered more than 35 new training programs.  Achieved 98% participant satisfaction rate.
· Realized positive impact on performance of 86% of participants in first year. Improved to positive impact on performance of 92% of participants following program improvements. Further improvements led to success rate of positive impact on performance of 97% of participants. Assessed training program effectiveness using Kirkpatrick’s Model of Evaluation. Utilized the Success Case Method in addition to ROI. 

· Led implementation of Moodle Learning Management System as well as change management, performance improvement, process and technology implementation, and employee retention projects.

Liberty Mutual, Auburn, Westborough, & Franklin MA
                                                                 8/2006 – 2/2008
Customer Service Manager           
Recruited, interviewed & hired customer service representatives & administrative staff. And organized and/or handled all onboarding activities. Implemented motivation & recognition programs, performance development plans & career coaching sessions to improve morale & customer focus.  
Key Contributions:

· Led project to upgrade the call center technology for my two offices and led the project team to improve service representatives’ complaint resolution skills.

· Achieved more than 3-point average improvement on a 10 point scale on Customer Satisfaction Surveys.
              

· Met office sales goals through training & coaching employees as well as incentives, contests & rewards.
· Maintained employee turnover of less than 3%.
Sun Life Financial, Wellesley Hills, MA                                                                                            6/2000 – 8/2006
Customer Service Manager/Training Manager
                                                               12/2002 – 8/2006
Customer Service Trainer/Instructional Designer




          6/2001 – 12/2002

Customer Service Representative




                                      6/2000 – 6/2001
Managed all onboarding/new hire activities. Analyzed contact center results, compared against goals & metrics & devised performance improvement solutions & coaching methods.  Trained & coached CSRs on customer service & job tasks. Led projects for implementing new software solutions for use in the Customer Service Department and created all technical documentation and instruction manuals to be used with those new solutions. Mentored and led department trainers and instructional designers. Attended instructional design and training professional development and trained the team. Interviewed & hired customer service representatives.  Provided subject matter expertise to Customer Service team members and resolved escalated customer concerns.

Key Contributions: 

· Developed and led project to improve accuracy of team written correspondence (to customers). Improved from 72% to 97% accuracy within 3 months by implementing a quality audit program, providing timely feedback to representatives & creating a library of commonly used letters.
· Maintained contact center standards of 90% of calls answered within 30 seconds & less than 3% abandonment rate through coaching & positive reinforcement.  

· Created & managed a formal Customer Service Mentoring program. 

· Represented the Customer Service Division on the companywide project team for the company’s rebranding efforts.

· Developed & delivered a 6-week Customer Service Training program for Individual Insurance and another for Group Insurance. Created participant guides, facilitator guides, handouts & a proprietary software technical manual.

