RANDY WARREN

5137 E. Grandview Road


Phoenix, AZ 85254



SENIOR MANAGEMENT EXECUTIVE

Start‑ups / Turnarounds / Strategic Marketing Planning / Global Integrations

Unique senior executive with over 20 years of diversified, in‑depth experience in the direct marketing/contact center industries and the demonstrated ability to consistently achieve the desired results. 

Cross‑functional expertise in general management, strategic planning, business development, marketing and operations. Accomplished in start-ups, acquisitions, financing, international agreements, marketing strategies and global business process integration.  A leader by example and an architect of motivated, cohesive, and productive teams, building a new generation of successful executives.


PROFESSIONAL EXPERIENCE

National Pen Corporation, San Diego, CA


2007-2008

Advertising speciality direct marketing company

Vice-President

Responsible for the day to day operation of all the company’s outbound sales and customer care operations, encompassing 5 facilities in five countries for the eighth largest ASI company.  Outbound staff consisted of 350 multi-lingual sales positions generating over $91 millon annually in North America, Europe, and Australia.  Inbound staff consisted of 220 multi-lingual customer care positions handling approximately 2.9 million calls annually, also from North America, Europe and Australia. 
•  Realigned work flows in Dundalk, Ireland, increasing sales from $12 m in ‘07 to $17 m in 2008.         

•  Initiated the opening of Manila, Philippines customer care operations, transferring 30% of North America call traffic, resulting in an annual savings of  $1.05 m.                                                                  

•  Moved order entry facility from Tijuana, Mexico to Manila, Philippines, resulting in an annual savings of $250 k.
•  Due to rapidly decling North American revenues in second half of ‘08, led the restructuring of the entire domestic customer care/outbound sales operation, which eliminated this position.
Telemarketing Concepts, Inc., Manila, PH


2004 to 2006
Blended shore contact center company

President

Brought in to turnaround troubled 550 seat blended shore contact center company with operations in the United States and Manila, Philippines.  The company provided outbound B to B and B to C sales services for Fortune 1000 companies, including Verizon Information Services, Pitney Bowes and Optima Direct.  
•  Reduced operating losses by 65% during first 10 months through a combination of corporate restructuring, facility optimazation, personnel retention strategies and new client acquisition.

•  Restored relationship between Manila based corporate parent and New York based operating company.

•  Solicited purchaser for the company and completed sale of the stock in the first quarter of 2006.
•  Worked with purchaser to insure a seamless integration of operations between the two firms.
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Overseas Service Solutions, Phoenix, AZ
1999 to 2004

Global contact center consultancy firm.  
President
Established international consulting firm with the primary goal of designing and implementing global, integrated CRM solutions for Fortune 1000 companies through the coordination of customer response functions between US and foreign based service bureaus.  Secondary activities include: contact center design and build-out, joint ventures, acquisitions, and business development.  Assignments vary in time from 3 to 18 months, and from $25,000 to $5 million dollars.

• Established multiple relationships between US and foreign based bureaus, providing e-mail, chat, voice and other support   services for companies such as Microsoft, Gateway, ATT, and Priceline.com.  These relationships have successfully generated over 2,500 F.T.E. positions and $48 million annualized revenues.    

• Moved over 700 FTE positions to Asian based service bureaus, saving the company over $13 million in revenue expense while increasing net profitability.

•  Experience with contact centers in the Caribbean, Guyana, India, Mexico, the Philippines, Pakistan and South Africa.

Communication Services Group, Phoenix, AZ
     1994-1999

Revenues grew from zero to over $70 million. 

President
Co-founder of teleservices company, responsible for overall operations, performance, strategic planning and marketing.  Challenged with integrating multiple acquisitions, and maintaining profitability during rapid expansion.  Acquisitions typically took 3 to 6 months to close, with valuations ranging from $3 to $22 million dollars.

•  Primary architect of company plan to evolve into a marketing services company from a telemarketing only firm.

•  Secured $50 million dollar private placement to fund acquisitions and internal growth.

•  Established first India based call center to provide outsourced telemarketing services from and to the US.  

• Acquisitions included MarCom Technologies, Direct Marketing Services, and The Development Center.  Total acquired revenues exceeded $37 million dollars and 1600 operating positions.   
ADVO, Inc., Dallas, TX
1986-1993

Nation’s largest full-service targeted direct mail marketing services company.

Regional Sales and Marketing Manager

Quickly promoted from entry level sales associate to increasingly larger sales manager positions within the

company.   

•  San Antonio, TX- Increased total sales from this 7 person office from $2.5 to in excess of $5 million over two years.

•  Ft. Worth, TX- Sold and serviced the singlest largest mailing in US Postal Service history, mailing 103 million households, and generating total revenues of $11 million.

•  Dallas, TX- Given responsibility for the lowest sales per representative office, increased per representative productivity over 29% within the first six months.


•

EDUCATION

Bachelor of Science, Business Administration, University of Oklahoma
1978

