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City of Seattle
Notice of Appointment
Name: (I Executive Appointment U Reappointment
 Legislative Appointment
: U Agency Appointment
1
Gilbert Archuleta U PDA Council 0 PDA Constituency
Residential Neighborhood: | 98106 Contact Phone No.:
Seattle, WA N/A
Appointed to: Date of Appointment:
LGBT
Authority (Ord., Res.): Term of Office:
From: Confirmation
118392 To: 4/30/16
Background:

Gilbert Archuleta was born in Salt Lake City, UT and moved to Seattle in 1998. Heis a
graduate of the University of Utah where he earned a joint Political Science and
Communication degree. He attended the University of Phoenix and graduated with a-
Business Management degree. Gilbert has been a leader in the utility industry for the past
18 years. He currently works as Manager, Reporting & Analysis at Puget Sound Energy.
Gilbert first volunteered for and then served as Board President for Three Dollar Bill
Cinema producers of the annual Seattle Lesbian and Gay Film Festival from 2004 through
2010. This experience ignited a passion for uniting the LGBTQ community and establishing
a unified voice for addressing LGBTQ issues.

Gilbert currently lives in West Seattle with his daughter and partner of 15 years,

Authorizing Signature: | Name and Title of Officer Making
’ N Appointment:

1Ry

Councilmember Bruce Harrell
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GILBERT ARCHULETA

PROFILE

EXPERIENCE

Effective and dynamic leader of business teams in muktiple locations.
Results ariented achleving $6M In revenue recovery due to identification and implementation of

‘process improvements,

Effactive coinmunicator with an ability to communicate with Executives through front line staff,
Self-starter with sound judgment and demonstratad initiakive proven In a self initiated statewide
resouree allocation strategy for 900+ field technicians and 77 load specialists,

Energetic, creative and innovative demonstrated in a recommendation and  successfut
implementation of an outsource group responsible for improving billing accuracy and improving the
customer experience,

Strategic thinker and successful In strategy Implementation demonstrated in a self initiated process
improvemant initlative that worked cross-organizationally to bring focus to the customer and
resulted in a customer sabisfaction fmprovement of 15 percent.

Puget Staund Energy, Bothell WA 0272010 - Present
MANAGER, REFORTING & ANALYSIS — CUSTOMER SERVICES

Responsible for Customer Care Support Services, Responsibilities include §76M
budget oversight, continuous process improvement, profect mansgement,
change management, guality assurance, reporting, analytics, work force
management and supervision of 23 business analysts, Functions support ail
areas of Customer Care including Corporate Billing, Customer Access Cenler,
Vendor Cillections, Meter Network Services, Payment Processing snd Low
fncome Program.

Coached, lead and developed a team of 23 business analysts.

Datly, weekly and monthly eperational and budget reporting.

Project management of Customer Care level initiatives induding technologicat
depioyments such as call center technology, SAP, obsewabon software, data
warehouses and SharePoint development,

Worked cross organizationafly o identify continuous process improvement
opportunities for produdtivity, cost savings/avoldance, efficiencies and customer
service enhanicements.,

Prepared and delivered executive fovel analysts regarding varisnces i key
metrics/budget, srategic initiatives and projact overview/status,

Prepared and delivered responses to data and infonmation requests from Washington
State Utitiles Commission,

Delivered quarterly reporting to Washington State Utiities Commission regarding
performance agalnst service quality objectives.

Conducted quarter Sarbanes-Oxtey testing of revenue management transactions,
Represented Customer Care Interests on corporate steering commitiees, praject teams
and comporate inftiative counds.

Acted as controller for Customer Care budget.
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Puget Sound Energy, Bothell WA 03/2009 ~ 42/2610
SUPERVISOR, CUSTOMER ACCESS CENTER » CUSTOMER SERVICES

Responsible for day to day service gperations in the Customer Access Center. Monitor service level,
agent activity and customer satisfaction results, Support peer team and direct reports In day (o day
activities,
= Coached, lead arwt developed a team of 21 custormer service representatives.
= Partidpated on cross-organizational teams to improve effidencics and productivity such as hiting and staff
seleciion, back office support work, work force management, creating a coaching culture and other center level
activities,
«  Lead dally supervisor status meeting.
«  Review and recommend standard operating procedure improvements to ensure a positive customer expenenae
«  Review and assess current forecasting and staffing models fo enstre optimal performance.
*  Identify and address daily service level variables and impacts,
v Review and update call routing tables and call transfer tables
*  Review and update call application identifiers and naming conventions,
+  Data analysis of service level results, call handling information and center resource information.
«  Support center manager in driving and cultivating change.
v Utilize eWFM, RTA, Empower, CLX, Microsoft Office Suite, Aspect and Lniphi Suite on a daily basls.

Qwest Communications, Seattle WA : 0372007 - 11/2008
MANAGER BILLING SERVICES ~ BUSINESS MARKETS GROUP

Responsible for end to end adjustment management operations for the Business Markets Group.
Inctuding; seltiag the vision and strategic divection for adjustment management, establishing
measurable objectives to achieve corporate revenue targels, reviewing and developing processes to
ensure efficiency, productivity and excellent customer service by building partnerships fo manage

- customer refationships, retaln revenve and earit new business,

= Coached, lead and developed an organization of 55 employees in rultiple locations across the USA.

»  Partnered with Communication Workers of America (CWA) to menage accupational staff under the' guidelines of
the CWA/Qwest Bargalning Agreement which incuded contract interpretation, dispude resolutzon, local
agreaments, entilement/benefit application and all other bargained for terms.

= Established objectives and measurement tools for billing and adjustment teams focusing on productivity and a
mettiod to moniter and improve effidendies by 5% year over year.

*  fngaged with execulive leadarship team on a weekly and monthly basis to track progress and strategy,

~  Responsible for monthly financial reporting of revenue Impadis due to bifing credits and debits for Business
Markets Group,

= Management of Qwest E-rate grogram o menitor compliance to the controls and measurements established by
the Federal Universal Service Fund guidelines,

.« Training development for front ¥ne billing staff, sales teams, sales support teams and outsourced vendor teams on
Adjustment Management creating a focus on how billing processes impacted the customer expenence and
providing lools to improve the customer experience at each touch point,

»  Established and monitored controls compliant with Sarbanes-Oxley guidelines for adjustment approvals and
processing,

. = Estabiished culture of customer service through data collection and analysls of custurmer expeciations regarding
bitling and adjustment disputes. )

+  Proactively Identified approaches to reduce customer disputes and associaled revenue impact through dats
coltection anvd analysis,

= Project management of farge, goss-organizational lniﬁabves such as organizational realignment, strategic vendor
use and end to end customer experience improverent.

*  Responsible for analysis of adjustment management in refation to the general ledger by establishing intemnal audit
controls for adjustrent management incuding pre-biif and first bilf reviews to ensure bifing accuracy.



Qwast Communications, Seattle WA 12/2000 - 03/2007
SUPERVISOR TECHNICAL SUPPORT — BUSINESS MARKET GROUPS

Responsible for operational teams that provide customer care for order entry, billing support and
adjustment management, Coach and lead teams toward meeling and exceeding organizational
objectives and goals to increasg productivity and provide an exceptional customer experience. Create
a culture of excellence in customer service through interdepartmental partnerships.

v« Coach, lead and develop a team of 18-20 service delivery coordinators.

*  Partner with Communication Workers of America (CWA) to implement offlce policy and guidelines complfant with
the CWA/Qwest bargalning agreement resulting i a work environment of coflaboration and team work,

= Measure team against business unit objectives on a monthly basfs to enstre a positive customer experience and
identify areay for process improvement/development,

*  Manage fracking and monitoring of emplovee usage of the Family Medical Leave Act.

»  Managed staffing Issues induding hiring, progressive discipline, attendance and employee relations.

= Pariner with peer team to establish commen goals and expectations among the service delivety coordinator job
titke resulting In a consistent customer experience across the organization.

= Project manage business unit projects induding development of a continuous Tmprovement plan for employees,
staffing location, team reorganizations and Implementation of end to end processes,

+  Proactively identify process improvements and create business unit inftiatives & implement changes and improve
efficiency and productivity,

Qwest Communications, Seattle Wa 0971959 ~ 12/2000
LOAD RESOURCE MANAGER — COMPLEX SERVICES

Responsible for load resource strategy for the network complex services organization. Manage
elitiement time, day off requesis, dally work load projections and attrition risks,
= Supervise a team of Tour data spedalists,
= Develop resource models for work load and productivity for the network design and implementation of complex
sarvices.
*  Partner with Communication Workers of America (CWA) and Qwest Labor Relations to identify and Implement
resource strategles compliant with the CWA/Qwest bargaining agreament, .
*  Foster partnerships with CWA local union representatives to successfully fmplement resource smanagement
strategies ang identify winfwin scenarios,
= Bargain with CWA local unlon toward local agreements that, modified spedfic contract language and provided
more flexibllity for resource management and Qwest’s ability to resporid te employee’s time off requests,
v Establish thresholds for time off requests on a daily, weekly and monthly basis.
= Provile dally, weekly and monthly reporting for work load trends and projections.
= Act as subject matter expart regarding entitlement, FMLA, attendance and disdplinary laber refation Issues,

US WEST Commmunications, Seattle WA 04/1998 ~ 09/1999
LOAD RESOURCE ADMINISTRATOR/RESOURCE ALLOCATION SPECIALIST

Responsible for logd resource strategy for field technicians and load resource specialists in the Mass
Markets business unit,
*  Supervise a teamn of six data spedafists to administer entitlement tme and attendance racking for 900 field
technicians and 77 load specialists in Washington State.
«  Develop and implement a resource strategy for the field techniclans and load specdialists so that business unit
objectives could be met for repair comimitments and rstallation commitments for customers,
*  Develop and implement a systematic too! for tommunicating with the fleld regarding entittement time and
attendance issues, . '
= Bargain with local undon to establish local agreements that mief the needs of the business and the employees and
allowed for improved efficlendes and productivity.




v Act as subject matter expert regarding entitlement, FMLA, attendance and disciplinary fabor relation issues.

US WEST Communications, Salt Lake City UT : 07/1997 - 04/1998

CUSTOMER SERVICE MANAGER (REPAIR CALL HANDLING CENTER)

Responsible for supervising a team of 24 repair service attendants to take calls o an automatic call
distribution sysfem. Responsible for center level metrics regarding call /Ja!?dfmg tme, average walt
time and percent of calls answered in 30 seconds or [ess.

»  Coach, lead and develop a team of repalr service attendants.

»  Monitar and report dafly resulls to center leadership regarding center medrics,
= Hanci e customer escatations and Identify methods for fimproving the customer experience.

. Parmer with Cornmunilcation Workers of America and Qwest Labor Relations to effectively manage to the terms of
the CWA/Qwest bargaining agreement,

US WEST Communications, Seattle WA - 06/1995 - 07/1997
REPAIR SERVICE ATTENDANT ’

Responsible for answering incoining cafis for the Repair Call Handling Center and delivering
excepiional customer service. .
«  Answer calls and initiate austomer repair tickets for residential and small business customers.

»  Parlicipate in office spedial projects including eding the office naws letter, serve as fioor support for computer
issues and back-up data specialists at the work force management desk,

= Serve as Acting Resource Allccation Spedadist from 6/1996 — 9/1996.

EDUCATION
University of Phoenix, Tukwila WA . 4 - 2002 - 2004
. Bachelor's of Science, Business Managemant

University of Utah, Salt Lake City UT 1993 - 1997

Bacheler's of Science, Political Sclence & Communications

College of Eastarn Utah, Price UT 1991 - 1993
Associate’s of Sdience

COMMUNITY INVOLVEMENT

Three Dollar Bill Ci'nema, President, Board of Directors 2004 - 20_1‘0




Seattle Lesbian, Gay, Bisexual, Transgender Commission
July 23, 2014

16 members, confirmed by City Council, who serve a term of 2-years™:

7 appointed by Mayor, confirmed by City Council
7 appointed by City Council
1 appointed by the Commission, confirmed by City Council

1 Get Engaged Member, appointed by Mayor who *serves a single term of 1-year

‘L Appointed ‘; TEfll;;: Te;m J Position .Appointed By
6 | M , _ 4/30/16 | 1=t City Council
2 | M | AtithonyOlweny - 09/30/13 | 4/30/15 1st City Council
3| M Gilbert Archuléta 4/30/16 | 1st City Council
6 | M | Gunner'Scott " 4/30/15 1st City Council
6 | F | SusanSnyder 09/30/13 | 4/30/15 1st City Council
VACANT 4/30/14 15t City Council
6 | M | Mitch Hunter 09 /30/13 4/30/15 1st City Council
VACANT 09/30/13 | 4/30/15 1st Commission
2 | F | NaaSira Adecba 04/30/10 4/30/16 4th Mayor
VACANT ' 4/30/14 1st Mayor
1 | F_| Sabina Neem 3/22/12 | 4/30/16 | 1 | Co-chair Mayor
6 1 M | David W. Howenstine - 09/22/12 4/30/16 1st " Mayor
6 | M | VACANT 09/30/13 | 4/30/15 |. 1st Mayor
5 | F | Luzviminda {Lulu) Carpenter 09/30/ 13‘ 4/30/15 1st Mayor
6| M

Mac¢ MceGregor

4/30/15

Znﬁ

Mayor_

Diversity Roster

(2)

Mayor

Council 1
Commission 1
Get Engaged

Total | & 4 4






