PHILLIP J. ROMERO

2512 Ridge Crest Court, Castro Valley, CA 94546; 
CUSTOMER SERVICE & SUPPORT OPERATIONS PROFESSIONAL with extensive broad based Customer Service & Technical Support administration experience spanning over 15 years in leadership capacities as a Sr. Director managing “best practices” in-house and outsourced operations for support centers in the USA as well as India, The Philippines, and Canada. 

GOAL:  To once again attain a Senior Customer Service & Support Operations Management position with a quality company, where I can be the “driving force” in a best practices service & support environment, serving both internal and/or external customers.

ACCOMPLISHMENTS & ATTRIBUTES:   

· Energetic, resourceful, hands on executive who operates effectively with minimal direction.

· Has started, grown, & managed Customer Service/Support departments and organizations worldwide.

· Articulate and persuasive with the ability to adapt and to be accepted by colleagues at all levels.

· Proactive and collaborative in finding root cause and solutions for customer issues and problems.

· Strong organizational and project management skills leading by example.

· Analytical, Metrics & KPI driven with a strong focus on giving the customer a “world class” experience.

· Created high-performing organizations by continually improving the processes for recruiting, training, mentoring and motivating an engaged workforce of dedicated, loyal support personnel.

· Continually utilized Six Sigma Best Practices in the design, implementation, and improvement of all department processes and procedures.
· Managed, met, or exceeded requirements with multiple SLA’s & Metrics as to new account activations and revenue generation.

· Maintained a low rep staff turnover rate of 14%, after reducing it from a high of 34%.

· Have administered and managed budgets/P & L in excess of $27 Million.

WORK HISTORY:

Director Customer Service/Consultant, Joby, Inc. San Francisco, CA  (4/08-9/08)
· Short term consultancy to assist Joby in the worldwide launch of the Zivio Boom Bluetooth Headset. 

· Developed and implemented Zivio Customer Service Plan, including FAQ’s, CSR training program, warranty & return policy, and RMA procedure.

· Coordinated integration of Net Suite CRM with Contactual turnkey call center software.

· Managed implementation of Zivio Headset Beta Testing Program & bug tracking system.

· Selected outsourced vendors and negotiated contracts for tier one customer service support.
Director, Customer Support, Wherify Wireless, Inc. San Mateo, CA  (7/04-3/08)
· Negotiated vendor contract SLA’s, Metrics, and Statement of Work proposals.
· Evaluated call flows/metrics to determine staffing needs to attain service level quality and sales goals.
· Managed overall operations of outsourced off-shore Level 1 Customer Service Center, and in-house Level 2 & 3 Help Desk Technical Support Group.  This was in support of retail customer purchase and activation of GSM Wireless phones and accessories.
· Designed, implemented, and monitored all processes and procedures for CSR Training, Account Activation, Billing, Order Processing, Product Fulfillment, Return Authorizations, and Customer Facing Support.
· Project manager for North American launch of GPS GSM Cell Phone requiring extensive contact and management of outsourced vendors providing Customer Service, Account Billing, Product Fulfillment, & Network Services. 
Director Call Center Operations, Global Channel Partners, New Delhi, India (5/01-7/04)

· New Delhi, India Facility: Total Start-up of 600-seat Service Agency/Help Desk Operation.  Managed Outsourced Vendor/Client contact and ongoing relationships.  

· Contributed to preparation of RFI/RFP proposals, client visits and presentations.  Negotiated vendor contract SLA’s, Metrics, and Statement of Work proposals.
· Managed operations with multiple direct reports (IE: Dept./Product Managers, Supervisors, Team Leaders, Trainers, Quality Monitors, and Schedulers) supervising various teams of agents supporting Inbound Customer Service, Outbound Telesales, E-mail & Web Chat response, Technical Help Desk Support, and Back Office Transaction Processing.
· Oversaw Workforce Management Forecasting & Scheduling, Coaching, and Motivation for staff of up to 2,500.
· Analyzed and implemented recruitment strategies, including interviewing/testing/screening, orientation and training for all technical/non-technical, temporary, contract, and full time staff.  
· Administered Lean Six Sigma Quality and Process Standards, and was project manager for COPC certification.
Director Customer Support & Training, StorageWay, Inc., Fremont, CA (10/98 - 5/01)
· Total Startup of 24/7 120 Seat Network Operations Technical Help Desk and Inbound/Outbound Customer Service/Sales Center providing Level 1, 2 & 3 Technical Support for the data backup and storage industry.

· Started training department from scratch.  Designed and administer modules for initial/ongoing instructor and computer based training in the areas of customer service, selling skills, product knowledge, and systems orientation.  Also created and revised Policy and Procedure Manuals, FAQ’s, Knowledge Base, & Call Metrics.

· Project manager for transition and implementation of Siebel CRM.

Director Call Center Operations & Training, IBM Call Center, Phoenix, AZ (9/92 – 7/98)
· Multiple site training, staffing, and call routing responsibility for up to 1,200 seats, 550,000 calls monthly, servicing & marketing IBM Systems, Laptops, & Lexmark Printers.
· Administered Six Sigma Standards & Best Practices.

COMPUTER SKILLS: 
· Operating Systems: Win Vista Professional, Win XP, Oracle, & UNIX.  

· Software: Access, MS Office- Vista & XP, MS Project, Publisher & PowerPoint, Visio, MS Outlook. 

· Call Center Management Systems:   

1. Contact Management/CRM: Net Suite, Siebel, Clarify,  SAP, Salesforce.com,  & Contactual 
2. Workforce Management: TCS and Prime Time 

3. Billing: VeriSign

4. Proprietary Tracking and Order Fulfillment Systems;  

5. Lucent Definity Centre CMS.  Nortel/Meridian Switch. Avaya G3R Switch.  Davox Dialer.  Nice Voice Logger.
EDUCATION: 

· BS Marketing: University of Wisconsin.
· Grad Study: Effective Management, University of Toronto.
· Continuing Education Courses:  Best Practices Customer Service & Call Center Operations; Six Sigma Black Belt Certification; Train the Trainer Certification;  B to B Selling Skills and Sales Techniques; Effective Recruiting, Employee Relations; Numerous Microsoft Product Seminars.  

