Edward W. Reckdenwald Jr.

 
SUMMARY
 
An energetic, highly motivated professional who intelligently and strategically enhances the operations and results of the organization with an extensive base of Fortune 100 experience in multiple key competencies. Enjoys applying innovative approaches to problem solving, building relationships and motivating individuals or groups. A proven track record leading an organization to the next level while driving the companies marketing, product and customer strategies and developing an infrastructure for growth. Clear demonstrated leadership that can create, evolve and translate the corporate vision into action. 
EXPERIENCE
 
Red Ventures, Charlotte, North Carolina 





     03/07-Present

Director – Customer Experience and Dealer Operations

Develop, implement and drive strategies to build a compelling end-to-end customer experience and champion execution across the broader business. Deliver on customer needs and business objectives by creating a competitive advantage through appropriate/consistent messaging across key customer touch points. Integrate the voice of the customer into the business model to create and keep loyal customers driving advocacy and generating revenue.
 
New York Deli, Twin Falls, Idaho 




   
           11/03-3/05
Owner & Operator
 
Developed and implemented business plan for restaurant/coffee shop that combines successful elements of national chains into operation that now serves over 50,000 customers and grosses over $150,000 annually. Responsible for all aspects of daily operations, vendor relations, purchasing, pricing, finance, marketing, promotions, menu offerings, inventory, and staffing. 
 
Dell Computer Corporation, Twin Falls, Idaho 



       
         07/98-10/04 
Customer Service Section Manager
Senior Manager Custom Factory Integration
Executive Assistant to the Vice President of Services
Services Account Manager
Technical Support/Customer Service Area Manager
 
Responsible for the results of over 15,000 weekly customer interactions with Dell corporate customers. Consistently delivered "Best of Breed" quality and customer experience/satisfaction metrics including First Call Resolution, Total Resolve Rate, and % dissatisfied. Utilized survey based data to analyze performance for both internal and external customers. Designed, developed and delivered training to all employees that will drive performance improvement. Aligned the organization around common goals and objectives to ensure consistency and loyalty. 
 
Managed all aspects including demand generation, sales, proposal response, operational process and manufacturing of Custom Factory Integration products and services for Dell's Enterprise, International Corporate and Internet Provider accounts. Successfully grew Custom Factory Integration business revenue by over 40% versus prior fiscal year while maintaining revenue and margin per unit targets. Increased sales rate from 36% to 43% and Custom Factory Integration s ales as a percentage of total sales from 2.4% to 3.15%. Develop new services in response to customer needs.
 
Represented and presented the Dell Services model to Dell's Public Segment customer base on visits to the Dell Briefing Center. Shared Dell's vision for seat management and outsourcing as part of a panel discussion/debate at the 1999 Federal Government Executive Leadership Conference. Compiled and consolidated information from various sources for executive use and presentation. Acted as the Services liaison for the Public Segment Dell Ventures hub.
 
 
Conceived, developed, lobbied, and implemented a plan for a team of Services Account Managers responsible for the post installation/deployment relationship with key accounts in the Public Segments. Segmented team in response to different needs of each segment. Created a web-based system for analysis, tracking, and reporting of performance against service level agreements, issues and relationship management. Grew team to 26 members in just under 3 months.
 
Oversaw teams of technicians who were diagnosing, troubleshooting, and repairing complex electro/mechanical equipment, computer systems, software systems, or applications on Dell's Optiplex and Dimension desktop systems where standard procedures have failed to fix or isolate the issue. Established and maintained lines of communication with sales teams to discuss operational, service and quality issues. Maintained the highest level of customer experience by resolving over 70% of issues on the first call and over 85% remotely without having to dispatch a part or technician. Maintained all metrics including call duration, ASA, service level, abandon rate, and parts per dispatch at or better than required levels.
 
Bernard C. Harris Publishing Company, Inc., Norfolk, Virginia 
         

             1/95-6/98
Senior Sales Center Manager
National Business Manager 
Senior Business Analyst 
 
Managed the daily operations of a 150 seat blended/universal agent telemarketing center responsible for over $30,000,000 in annual revenue. Lead organization to exceed sales and product quality objectives while ensuring the bottom line. Directed staff and technical resources towards the successful achievement of productivity and performance drivers. Systematically insured the quality of calls handled and the lowest possible data entry factor. Responsible for Traffic Management, Process Improvement, Test Lab, Recruitment, Hiring, and Training Teams. Increased decision maker contacts per hour by 58% by decreasing non-productive after call time by 140%. Maintained 25% blended sales rate, 1% abandon rate, 90% service level and 7 second ASA while increasing staff size by 60%. Work extensively with ACD and predictive dialing applications. Developed accurate inbound call volume and capacity utilization models maximizing efficiencies and lowering sales salary expenses. 
 
Assisted in the operational assessment of 4 blended/universal telemarketing centers with 420 seats handling over 14 million calls on an annual basis with full P&L responsibility. Coordinated analysis and forecasting to enable the organization to operate at the highest margin of return. Lowered turnover from 33% monthly to under 5% monthly with the development and implementation of an improved compensation plan for the sales force. Developed online intranet real-time statistical reporting system, saving in excess of $150,000 annually in clerical expense. Conducted cost/benefit analysis and feasibility studies to ensure intelligent decisions and capital investments.
 
Created, implemented, tracked and analyzed business based performance drivers and reporting to aid in the sales management decision making process. Ensured bottom line profitability by monitoring of expenses. Created new compensation plans for sales management. Created complex forecasting models allowing for detailed analysis of key product lines performance. Interacted with senior management on a daily basis including the Chief Financial and Chief Executive Officers.
 
AMERICAN EXPRESS TRAVEL RELATED SERVICES, INC. New York, New York      6/90-12/94
 
Senior Manager of Account Development and Acquisition 
Manager of Financial Administration 
Assistant Manager of Budgets and Planning 
Sales Performance Analyst 
 
Responsible for the overall management and profitability of over 500,000 service establishments with a total annual charge volume exceeding 7.9 billion dollars. Developed, tested and executed direct mail, telemarketing, and print campaigns that resulted in over 200,000 new accounts, a 9% increase in customer satisfaction and generated over 1 billion dollars in incremental charge volume. Managed the overall performance of the inbound and outbound telemarketing teams including the development of scripts, training and incentive programs. Worked closely with senior management, outside advertising/marketing agencies, and American Express Operations, in the formation of account development, signing, targeting and creative strategies. Conducted intensive customer satisfaction research and maintained detailed monitoring of performance results. Represented American Express at various trade, franchise and industry conferences and conventions.
 
Managed all phases of 110 million dollar operating, marketing, and capital budgets for Field Sales, Sales Support, Indirect Channel, Field Marketing, and Office Automation groups. Developed and maintained models to improve the forecast of financial data for senior management decision making, resulting in over 20 million dollars in savings during fiscal 1993. Performed unstructured ad hoc analysis in support of new services, operational procedures and distribution of resources. Analyzed financial submissions for risk and opportunities to ensure accuracy and completeness of reporting. Member of various reorganization teams including Agreement Consolidation, Indirect Channels Implementation, Systems Automation, and Virtual Office.
 
Assisted in the coordination and development of the operating, capital, and marketing budgets, annual and long range plan.
Monitored and forecasted spending on a monthly basis. Prepared various reports and schedules for senior management review. Provided analytical support for field and headquarter s marketing groups.
 
Provided support to Vice President of Sales by performing special analysis of sales force effectiveness and efficiency. Administered 9.5 million dollar incentive bonus plan, and provided district and regional sales performance ranking. Enhanced existing incentive system, lowering the payout time by 45 days.
 
SHEARSON LEHMAN HUTTON, INC., New York, NY (Subsidiary of American Express) 6/89-5/90
 
Operations Analyst - Investment Banking 
 
Analyzed historical financial data and company information for accuracy and reliability. Created analytic models, and economic and market indices from domestic and international data. Provided statistics of fixed income and equity instruments for corporate and public transactions. Generated research reports based on specific criteria for client presentations. Assessed time-sharing systems for operational efficiency and product improvement.
 
EDUCATION
 
Long Island University/C.W. Post Campus
B.S. in Business and Public Administration May 1989
 
COMPUTER
 
Proficient with Microsoft Windows 95/98/2000/NT/XP, Outlook, Word, Excel, PowerPoint, Access, FrontPage, a nd numerous other word processing, graphical and spreadsheet applications.
 
AWARDS
 
2003 Dell DHS Customer Service Quality Team Award Quality 
1997 B.C. Harris Publishing Employee of the First Half of the Year Award
Two time recipient of the 1993 American Express Chairman's Award for Quality.
 
