Mark Dennis
Multi-Unit Offshore Management/ Training / Client/Project Management 
Experienced management professional with close to 10 years Federal Financial product sales. Contact center management and training center experience. Successfully lead multi-unit offshore Philippine’s teams to achieve organizational goals, driving sales and increasing profits. Excellent fiscal management and strong leadership skills.
	Organization Turn-Arounds
	Project Management
	Six Sigma Method

	Employee Attrition 
	P & L Management
	Contact Center Management

	Federal Education Loan Programs
	Client Launches
	Proprietary Software Projects


Key Accomplishments

Increased revenues by Philippine’s center revenues by 50% in 6 months. Utilized performance metrics, value-driven coaching and closing federal Loan applications meeting all Department of Education guidelines.
Independently managed Philippine’s offshore contracted agents for increase of over 100% in productivity. P&L, Attrition and client maximized peripherals. Reorganized and built the Florida organization from 5 to 145 employees within the first 15 months, all related to Federal Finance Programs.
Exceeded growth expectations by 18 months, resulting in $1.6 billion USD in loan volume. Accomplished goals through effective coaching, training, and sales generation.
Developed ESL training module, targeting opportunity areas on all levels. Result: Increased agents’ confidence, resulting in higher employee retention and increases in sales and performance. Less than 1% turndown applications.
Created and Implemented customer service policies and procedures, increasing gross margins by 4.5% and produced a 95% customer call answer rate. Result: Increased customer satisfaction and repeat business while adding to the bottom line.

Integrated all functions of the fulfillment process with marketing, purchasing, accounting follow up and all related marketing materials to ensure compliance. Result: Exceeded $550mm, allowing for expansion ahead of schedule. Managed 12 direct reports and 100 indirect reports and up to 800+ seats.
Professional Background
· 10+ years’ site management, up to 850 seats, Offshore Philippines experience and training experience
· 10 years’ Federal Loan program experience, working with Guarantors, lenders and loan servicing organizations. 10+  years sales management, credit sales and collection experience

· Multi-Unit management: Including offshore, along with capturing and selling BPO services such as insurance, financial and home improvement
· P & L Management/Performance Management: Establish performance measures and tracking systems to ensure cost effectiveness of telesales and lead management.

· Cultural Diversity: Well versed in other cultures, work ethics AND labor laws, especially the Philippines.
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Senior Officer – All Calls 4 Business, Dunedin, FL 




11/2008 - Present
Effectively manage all aspects of profitable contact center, Offshore Philippines centers  including P&L management, sales, Human Resources, client management, targeted marketing and script writing. Training program development.
Held 3 Different Positions Simultaneously: 





1/2006 – 11/2008

<*>Corporate Officer/President – H.E.A.L. (Higher Education Assisted Lending Corporation)
Successfully managed the entire Federal Loan division, domestic and Philippines and India offshore, including contracted call centers. Watch dog movement to ensure other corporations ere following guidelines for federal Loan program. Implemented corporate and human resources policies. Developed and implemented training modules. Actively participated in hiring and training all new CSR staff.
<**>Senior Director of Offshore Operations and <***>VP  Operations & Training @ Philippines
LRS Loan Reduction Services ( Sister company of H.E.A.L.)
Revamped marketing strategies, web site design, training and workflow, resulting in immediate impact on sales, profit and productivity. Initiated communication with peripheral businesses for growth, and opened new markets.
CEO/Senior Executive VP of Offshore BPO Sites – Federal Association of Financial Services, 
New Port Richey and Pinellas Park, FL






 3/2002 – 1/2006
· Managed outside and offshore Philippines call centers, outside sales force, including regional and national representatives. Set up corporate departments and financial aid offices, including set up of loan purchases, exit and graduation fairs. FFELP lender. Set department quotas.

· Created effective corporate policies to ensure quality and profitability 
· Developed successful marketing strategy for gaining preferred lender status

· Created all training materials, including extensive onsite training in Philippines

Key Accomplishments:
· Directly involved in closing/processing over $275 million in volume for FY 2002 and $380 million YTD for 2003,$350 million in 2004 and surpassed $550 million in 2005

· Developed ALL corporate, HR, and customer service policies. Created and implemented all inter-departmental and policy regarding federal guideline adherence.

Sales and Shift Manager, Collegiate Funding Services, Pinellas Park, FL. 2/2000 – 11/2001
Managed operations and sales of center with 2 shifts and 425 seats with 16 supervisors as direct reports. Assisted in sales training materials for inside development. Responsible for escalated call resolutions.
Key Accomplishments:
· Assisted in Exceeded growth plan by 18 months, resulting in $1.6 billion in Federal loan volume
· Office Sales exceeded the home established office sales.
· 100% Bonus qualified for entire staff and teams
· Corrected oversight in strategy and training, saving resources
Skills
Six Sigma    Client Management   Microsoft  
Education
· Associate Degree in Business – Nathaniel Hawthorne College (Antrim, NH)
· Currently working toward BS Degree

· Courses in Business Management (Including Dale Carnegie and Pacifica Institute)

Military Service / Passport Status
· United States Navy:  Preference Veteran Status
· USA Passport (Expires January 2020)
