MURRAY TREPEL
191 West 1190 North

Logan, UT 84341 

Call Center Leadership/P&L Management/Quality & Process Design/Customer Satisfaction/Management Learning & Development/Attrition Control/Training Management

Leadership 

Passionate about leadership; a collaborative manager who leads by example, has directed center teams and is a strategic thinker that applies tactical solutions to direct and manage the operations of a successful site.  Exceptional follow-through, and detail orientation; P&L management, experienced in operations, sales, and client support.  Highly committed to exceeding client/customer expectations while maintaining a strong and vibrant employee base.  

Accomplishments

Managed a $15 million P&L exceeding revenue targets by an average of 5% per month

· Consistent Bill to Pay ratio averaging 92%

· Attrition less than 6% month over month

· Absenteeism less than 2% per day on average

· Reduced discretionary spending by 25%

Increased site wide customer satisfaction scores by 6 percentage points
· Created a customer satisfaction process for online agents which included – an accelerated soft skills training program, goal setting, action plans, targeted coaching, “say” statements

Ranked # 1 in sites of over 200 employees and 4th overall for employee satisfaction out of a total of 29 call centers

Consistently exceeded AHT metrics

· Created call flow processes that increased agent efficiency
Led sales efforts at all call centers across multiple Lines of Business (LOBs)

· Directed and led the launch of a successful Chat sales program

· Grew inbound sales by 20% and increased Up Sales in Technical Support and Customer Service LOBs by an average of 5% month-over-month
Reduced New Hire training by 14% - Increased ROI
· Directed site management, successfully retaining a $300 million government contract

Managed and launched a goal setting process that drove a collections program improving agent performance by 288% - $600 million collected
Managed an employee retention program - reduced annual attrition by 20% 

Increased schedule adherence to 96% - a 3% improvement

Directed a team of 17 trainers handling more than 400 new hire employees per month with less than 5% New Hire attrition
Experience and History:
General Manager, Affiliated Computer Services (ACS Inc.), Bakersfield, CA 2008 - 2009

Managed a 400 seat call center handling 10 LOBs and a 8 site enterprise solutions center (SMEs)
P&L management with annual revenue over $15 million 
Ramped the site to 400 FTE headcount
Managed a team of 9 direct reports 
On site HR responsibility for Federal and State employment standards

Attrition less than 65% annualized

· Consistently ranked as one of the 2 best sites (over 200 employees) for employee satisfaction
Improved Customer Satisfaction scores by 6 percentage points
Exceeded client targets for AHT in all LOBs

Transferred new LOBs into site with zero impact to client
Site Director, Sitel Corporation, Kelowna, BC 2007 – 2008
Managed a 350 seat call center for sales and customer service
P&L management with annual revenue over $12 million 

Managed a team of 12 direct reports - HR, IT, Training, Facilities, and Operations

Ramped site up to 300 FTE’s

Managed local media and community relations

Call Center (Vendor) Manager, Vonage Corporation, Holmdel, NJ 2005 - 2007

· Managed the relationship with vendors in Philippines, India, Argentina, and U.S.
· Directed sales and customer service training programs

· Drove success for an Upsell program increasing sales by an average of 5% month-over-month in Technical Support and Customer Service across multiple sites and countries 

· Launched an Inbound Sales Chat program –which met all KPIs in 30 days and exceeded in 60 days

· Exceeded sales targets by 10%
· Created a training program for email sales support – improving turn around time by 50%
Senior Manager, Convergys Corporation, Logan, UT 2000 - 2005
· Owned trouble shooting for Operations and Leadership across multiple project types and locations nationally and internationally for: 
· Employee retention – reduced attrition as much as 20% annually

· Performance Management – maximized improvement for KPIs

· Client relationships and negotiation skills with positive impact to contracts over the $100 million level
· Directed corporate development initiatives across 6 locations and 8,000 FTEs
· Managed the creation of an executive briefing book on managing off-shore operations

· Conducted executive briefings on the management of off-shore operations
· Oversaw management and supervisory training with a 100% completion rate per year across a multi state enterprise

Training Manager, Convergys Corporation. Logan, UT. 1999 - 2000
· Managed training department for a 1,200 FTE call center
· Led 17 trainers training a maximum of 400 New Hire agents per month

· Training attrition maintained at less than 5%

· Managed Continuing Education program for 1,200 employees

Trainer/Course Developer, Convergys Corporation. Winnipeg, Canada 1996- 1999 

· Conducted New Hire Sales and Customer Service training

· Delivered Professional Development courses

· Designed management and agent level professional development courses using both traditional classroom and on-line delivery methods
Other Experience
· Retail Sales – Owned and operated a retail and light manufacturing business with annual sales of a half million dollars
· Insurance Sales– award winning sales rep in Life, AD&D, Liability, and Property insurance

· Television and Film – 15 years in all phases of television and film production
Education

Bachelor of Arts (Physics and Mathematics) 
Moorhead University, Moorhead, MN 

Master of Arts (Film and Television Production)
San Francisco State University

San Francisco, CA
Management Certificate (Executive Edge Program)
University of Winnipeg, Winnipeg, MB Canada

Certifications

Management Certificate – University of Winnipeg

COPC-2000 VMO Certified Coordinator

Introduction to Project Management

Collaborative Negotiations
Other skills and Knowledge

	MS Office (Word, Excel, PowerPoint)
	Call monitoring systems – eTalk, Witness, etc

	Scheduling applications – IEX, Blue Pumpkin


