Doug Tanoury

210 N. State Street, Suite 21, Howell, MI 48843

Phone: (517) 639-0117

Email:  dtanoury@gmail.com
_________________________________________________

PARTIAL CLIENT LIST

AT&T

AIG Insurance 

ATX Technology

Advanced Radio Telecom

Mobil Comm 

Development Bank of Singapore (DBS) 

Dow Chemical 

Electronic Data Systems (EDS) 

Ford Motor Company 

Frontier Telecommunications - Global Crossing 

Fujitsu Microelectronics

Home Shopping Network

GM Card

Burlington Motor Carriers

Skyway Logistics

Zurich Direct

Independent Health

AAA of Southern California

Neodata

Blue Cross Blue Shield of Kentucky

Lexis Nexis

Chevrolet Customer Assistance Center

Cadillac Consumer Relations 

General Motors 

Global Village Communication 

GMAC Mortgage 

Great West Life 

Hong Kong Telecom (HKT) 

KN Energy 

Progressive Insurance 

SBC Ameritech 

Sun Microsystems 

usaGroup - Sallie Mae 

Zurich Kemper Life 

_________________________________________________

PERSONAL CHARACTERISTICS

· Practical Risk Taker 

· Driven & Results Oriented

· Solid Leader

· Sales Oriented

· Skillful Communicator

· Creative Problem Solver 

· Independent & Self Reliant 

· Supportive Team Player

· Analytical & Methodical 

· Firmly Customer Focused

_________________________________________________

SUMMARY OF SKILLS

· An expert in all aspects of CRM and contact center management, performance improvement, business process optimization and staff development 
· Solid industry experience that touches all business and technical aspects of call center technology, operations and management
· Sales pursuit leadership across various industries
· Defining and clarifying all aspects of Customer Relationship Management (CRM) from strategic vision to process reengineering across a wide range of large multi location and multi-national contact centers
· Solving business problems at strategic and tactical levels with technology, management and operational solutions
· Creatively utilize business process reengineering and process improvement to drive contact center efficiency and service quality
· Deep experience with contact center quality initiatives, performance improvement, training assessment, staff development, staff scheduling and forecasting
· Solid leadership skills and the ability to communicate a vision and move an organization toward it
· Rapidly and completely design, develop and deliver end-user training programs, job aides and reference material
· Highly skilled in product selection, implementation, project management and integration of complex call center technology 
_________________________________________________

PROFESSIONAL EXPERIENCE

Exogen Solutions Inc. Customer Experience Practice, Solutions Lead

April 2008 – October 2008

· Optimizing the customer experience in healthcare provider, payer, manufacturing and pharmaceutical organizations across North America.  

· Completing analysis, assessment and implementation of effective management methods in order to make measurable improvements in quality, customer satisfaction and revenue performance across all customer touch points and channels.  

· Improving customer contact operations by implementing improvements in:

· Training assessment, development and delivery

· Quality management and customer satisfaction initiatives

· Improving sales and revenue performance

· Workforce management optimization

· Technology integration and implementation

Customer Interactions Consulting, Consulting Manager

2001 – 2008

· In-depth customer management analysis and consulting for a variety of large clients Developing new business pipeline and communicated value proposition to new clients

· Consulting across large geographically dispersed virtual call centers to solve both management, process and technology problems

· Successfully partnering with clients to improve both service performance and service quality to consumer and business customers

· Extensive communication and interaction with client executives and senior staff

· Create high quality deliverables that communicate the management and operational issues and clearly outline action steps required for improvement

· Reengineer processes to improve the quality of the customer experience across multiple communications channels

· Managed business development and sales pipeline

· President of SOCAP Chapter  (Society of Consumer Affairs Professionals in Business) 

Siebel Systems, Principal Consultant, Call Center Services

2000 – 2001

· Defined client high level needs and detailed requirements across a wide spectrum of projects in Asia and across North America 

· Crafted and clarified client's CRM strategic vision at both the executive and operational levels 

· Developed and delivered in-depth training sessions with client management and staff 

· Led business processes reengineering and business process improvement initiatives 

· Managed development and delivery of Joint Application Development (JAD) sessions with clients 

Performed in-depth analysis of call center operations and management practices 
· Integrated industry best practices into client operations and processes 

· Developed detailed industry benchmarking presentations for executive presentations 

Led sales and business development efforts
eLoyalty, Principal Consultant - Contact Center Operations

1997 – 2000

· Successful across a wide spectrum of call center management and operations projects from large scale call center consolidations to the creation of virtual call centers across geographically dispersed and product/service silos 

· Created and facilitated Joint Application Development (JAD) sessions with clients and developed and delivered high quality end-user training 

· Led efforts to integrate change in customer contact operations and transform organizations 

· Achieved measurable improvement in call center results through successful implementation of business process changes and changes in management practices 

· Created and developed special contact management tools to measure quality, productivity and capacity utilization 

· Performed in-depth analysis of call center operations and management practices 

Created, consolidated and relocated contact centers for numerous clients 
MCI Telecommunications, Engagement Manager - Call Center Services

1995 – 1997

· Led successful consulting engagements and assessments to improve overall performance across MCI's client call center organizations 

· Drove engagements to achieve measurable improvements in call center quality and results within short timeframes 

· Developed improved management practices to ensure sustainability of improved performance results

· Led sales and business development efforts 

· Specialized in business process improvement and re-engineering, performance improvement and staff scheduling and forecasting in inbound, outbound and email customer contact operations 

· Performed in-depth analysis of call center operation and management practices

Performed call center training needs assessments and developed staff training plan 
Electronic Data Systems, Technologist - Customer Service Technologies

1985 – 1995

· Successfully provided call center technical support to EDS sales teams 
· Provided call center technology consulting and support to management and operations teams in approximately 25 outsourced EDS and General Motor's call centers 
Led sales and business development efforts
· Selected strategic technology and formed and maintained key vendor alliances for all EDS and General Motors call centers 
· Successful project management of large scale voice and data implementations
Development and delivery of voice and data telecommunications training courses 
· Focused on product selection, automation, integration and design across all customer service technologies and infrastructures including: 
· Local and long distance carrier networks 
· Local and wide-area data networks 
· Telephone switches (PBX) and automatic call distributors (ACD)
· Interactive voice response systems  (IVR) 
· Outbound predictive dialers 
· CRM Software and call management systems 
· Computer telephony integration  (CTI) 
· Internet/eMail/Intranet self-service applications 
AT&T Communications, Sales Specialist – Major Markets 1983 – 1985

Michigan Bell Telephone Co., Business Service Representative – Business Call Center Operations 1975 – 1983

________________________________________________

PROFESSIONAL PUBLICATIONS

· The Channel Challenge Intelligent Enterprise Magazine, CPM Media, September 2000. This in-depth white paper explores channel strategy and Partner Relationship Management (PRM). 

· White paper entitled Why CRM Projects Fail  Real Markets, August 2002. This is a comprehensive look at management practices that contribute to the poor performance and failure of Customer Relationship Management (CRM) initiatives and system implementations. 

· Missing the Mark: Why CRM Plans Fail Computerworld, IDG Publications, January 2002. This article discusses human performance factors that contribute to the success and failure of Customer Relationship Management (CRM) initiatives and system implementations.

· The Art of Outsourcing CRM Systems: 10 Critical Questions Outsourcing Central, June 2002.  This article discusses key decision factors in determining to outsource strategic CRM systems. 

· Web-Enabled Customer Relationship Management - Today's Reality - Tomorrow's Vision ITtoolbox, August 2002.  This in-depth white paper discusses current trends and future forms of web-based CRM initiatives.

· Back in Black: Understanding the Financial Impact of CRM  Customer Inter@ction Solutions, TMC Publishing, November 2002.  This white paper explores the financial impact of CRM and various approaches to both business cases and return-on-investment.

· Beyond CRM: A New Strategy for Service Association for Services Management International (AFSMI) Sbusiness Journal (January/February 2003). This article discusses a radical new management approach to performing customer service and technical support.

· The Quest for Service Quality Contact Center World, June 2003.  This article discusses a best-of-breed approach to monitoring and managing service quality in contact centers and support organizations. 

· A New Model for Support Support World, Help Desk Institute, June 2003.  This article discusses new ways of looking at customer service and new management practices that solve old problems. 

· Instantly Improving Contact Center Performance, Customer Inter@ctions Solutions, TMC Publishing, September 2006, this article explores key principles of contact center workforce management and optimization.

· A Business Case For Bangalore, Customer Inter@ctions Solutions, TMC Publishing, June 2007, this article explores a typical business case to move North American Contact Center operations to low cost Asian service providers.

· Service Innovation-A Simple Approach, DMDigest - 2008, this article explores the commoditization of service and various methods using the customer experience as a differentiator and a springboard to competitive advantage.

_________________________________________________

EDUCATION

· Organizational Leadership – Cleary University – Howell, MI
· Journalism – Wayne State University - Detroit, MI
· Business Administration – University of Detroit – Detroit, MI
· Graduated Summa Cum Laude having spent my entire college career on the Dean's List
Worked full time to pay all college costs while I attended classes full time

