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Customer Operations ( Enterprise Contact Center Operations ( Business Development

I am a proven senior business leader, with propensity through the years, managing  follow-the-sun operations and In/Outbound contact centers supporting both B2B and B2C’s requirements throughout the world. Expertise spans managing client engagements, merger and acquisitions oversight that are closely tied to operational excellence programs aligning customer loyalty associated with the profitable growth of the business related to proactive customer centric services. 

Select career milestones include.
Customer Operations
Proven experience with large and emerging companies transitioning and managing onshore and offshore global operation centers and customer care programs both B2B and B2C. Diversified industry reach closely tied to strategic business and revenue goals, operational leadership, and customer loyalty.
Project Management
Experience with leading the execution of projects, managing the vision and creation of the project plan, while supervising delivery and implementation on time and on budget, meeting client expectations and defined business objectives.
Business Development
Over 10 years’ experience with mergers and acquisitions managing global integration and consolidation efforts spanning back office operations and 24/7 contact centers. 

. 
Efficiency Improvement
P&L motivated leader with demonstrated success developing and implementing new processes to improve efficiency and productivity.
Career Progression
DIGITAL RIVER – Eden Prairie, MN
2003 – 2008

$375 million global leader in e-commerce outsourcing specializing in building and managing online businesses for more than 40,000 software publishers, manufacturers, distributors, and online retailers

Group Vice President, Global Customer Care Operations (2004 – 2008)

Charged with providing leadership and direction for global contact centers on behalf of clients such as Canon Europa, Best Buy, Circuit City, Microsoft, Symantec and Targus who outsourced online customer care activities for physical and digital product fulfillment. Center locations span the United States, UK, Ireland, India, and Germany. Language support included major European languages, Japanese, Chinese (traditional and simplified), and Korean. 

· Strategic planning in partnership with Sales and Marketing functions in particular to ensure alignment between the client and their global customer footprint.
· Core acquisition team member tasked with performing needs analysis, selecting and integrating over 10 global acquisitions including the largest European outsource provider for Software Publishers. 

· Project managed customer retention and virtual training programs for the company's client base to consistently achieve revenue, incentive programs that generated incremental business, and improve client retention. 

· On behalf of the client, directed several client global customer service transitions between Digital River and selected outsourced vendors.
Senior Director of Customer Services (2003 – 2004)

Recruited to multimillion-dollar organization to enhance contact center’s professionalism, strengthen brand, and improve client experiences by leveraging global business expertise to attain goals.
· Managed annually, over 3 million global 24x7contacts delivering “Best in Class” customer service within a global customer-centric environment.

· Grew customer satisfaction 14% to attain 94% overall satisfaction within 2 years’ time by developing business plans/performance metrics to improve quality of service ratings.
· Improved retention rates 45% by creating standardized workflow solutions, a web self-service tool solution, and fostering a customer retention organization dedicated to consulting with clients regarding the shopping experience.

· Ensured operational compliance within  client targeted service levels, business strategies, and objectives while maintaining cost efficiency and profitability. 

INDEPENDENT CONSULTANT – 
2002 – 2003

Senior Professional Consultant
Embraced entrepreneurial opportunity to provide operations leadership to special projects earmarked for implementation.

· Deployed back office operations for a wireless device software development company in Raleigh, North Carolina. (Hidden Mind)
· Complied with HIPPA regulations and positioned direct marketing health care organization for growth by implementing the first patient interaction center (PIC) utilizing nurses and healthcare professionals for call center inclusion. (ThreeWire)
· Drove business development effort forward for startup virtual radiologic company by implementing a 24x7 operations support organization located in the United States and India. (Virtual Radiologic Consultants)
WAM!NET – Eagan, MN
1998 – 2001

Global provider of shared services for digital content management as well as distribution for networking and workflow management services targeting media and advertising industries

Senior Director, Customer Operations / Senior Technical Manager
Brought on board to direct B2B client services organization overseeing activities involving 24x7 technical support , system and network operations, circuit engineering, project management, configuration management, and customer field training. (inside sales, pre-sales, and post-sales), 

· Directed organizations located in the United Kingdom, Brussels, Tokyo, and the United States. 
· Supported existing client base to consistently achieve revenue, incentive programs that generated incremental business, and improve client retention. 

· Consolidated acquisition based in Bournemouth UK into Brussels’ operations center to realize savings of 25 FTE’s,  ensuring seamless operational compliance within targeted service levels, business strategies and objectives.

· Attained savings of 35% in 18 months by documenting global Telco contract information and negotiating terms while maintaining productivity levels and service quality.
UNITEDHEALTH GROUP – Golden Valley, MN
1996 – 1998

National provider of diverse and comprehensive services designed to help advance improved health and well-being 

Director, Customer Support Services (1996 – 1998)

Promoted to manage internal help desk supporting 30,000+ employees/workstations. Focused on managing contracts and SLA’s while directing center operations.

· Eliminated redundant help desk data by selecting and implementing company-wide contact center tool, Peregrine.

· Managed outsourced contracts and SLA’s for UHC defined Strategic Partners (IBM, Unisys and AT&T).

· Reduced downtime by creating a crisis management team focused on managing all system-related issues.

· Deepened customer satisfaction ratings by offering company’s first nurses hotline made available to all customers. Guided systems integration, developed operational processes, and hired team.

Senior Project Manager (1996)

Selected to manage the consolidation of 3 outsourced operations departments for UHG company acquisition (The MetraHealth Companies Inc. a privately held company that was formed by combining the group health care operations of The Travelers Insurance Company and Metropolitan Life Insurance Company).

· Led consolidation of 3 disparate information technology systems to provide seamless transition into 1 data center while upgrading system from Unisys to IBM to ensure efficiency. 
· Cut center volume and gained cost savings by coordinating the design, integration, and implementation of a large, multi-site help desk into a single support center of a national outsource provider. 
AmeriData Inc – Plymouth, MN
1994 – 1996
National computer reseller
National Project Manager 
Recruited to manage outsourced technology projects that were multi-functional and involved multiple business units nationally.  
· Project managed implementations for company-wide employee  online catalog resource centers that provided a measurable and cost effective way for employees to electronically order company-mandated hardware/software products, track online management and budget approval process, deploy scheduling, and electronically register all products for ongoing maintenance for companies such as Target and stpaultravlers.
Additional Highlights

	Certifications

Education
	Green Belt Six Sigma; Mini MBA – Ecommerce; Mini MBA – Mergers & Acquisitions, Leadership Certification , Completing Black Belt Six Sigma Certification July 2009.
Augsburg College Minneapolis, MN ,   BA- Political Science

	Volunteerism
	Member of Global Volunteers (recent trip to Romania); Second Harvest Volunteer; Circle of friends-Immigration and Outreach Vista Team Leader

	Computer Skills Inventory
	Related Technologies: CRM and Metrics Tools… Workforce Management Tools… Predictive Dialers… Knowledge Management Tools… ERP… Microsoft Office Tools…


