Russ Youngquist

950 Red Oak Lane - Minnetrista, MN 55364
IT Director – IT Manager – Project Manager

ITIL – PMP - Six Sigma

IT Leader with extensive experience managing IT Application Development, IT Operations and leading teams of over 40 Technology Professionals. Have successfully managed operations and budgets of over $20 million. Skilled at communicating complex technical subjects into business language that has led to successful projects and strong support for business objectives.
Core Management Competencies
	· Project Management
	· Mentoring
	· Team Building

	· Budget Development
· Application Development
	· Technical Operations
· Strategic Planning
	· Building Relationships

· Call Center IT Operations


Core Technical Competencies
	· CRM and Customer Interaction DB
	· Application Development and Deployment  

	· Green Data Center design
	· Call Recording and QA

	· Server Consolidation and Virtualization
	· Contact Center and Call Center

	· Workforce Management Systems
	· ACD and IVR Technologies

	· WAN and LAN Networking
	· Data Center Management 

	· Telecom Vendor Management
	· Desktop and Server Hardware Support

	· Software and Hardware Vendor Management
	· Help Desk

	· Storage and Server Support
	· Capacity Planning


Work History

Independent Management Consultant
2007 to Present

Key Projects Include:
· Pearson:  Lead a process reengineering team in the release of a new, internally developed, contractor hiring and tracking application.  Project was based on .Net with SQL Server DB and the budget was approximately 250k.
·  Medical Supply:  Advised and consulted client with their existing CRM and Predictive Dialer solution as well as assisting Client in the selection and implementation of an outbound Contact Center Solution.
· Client Confidential:  Assisted Client in the selection of a Virtual Agent VOIP Contact Center Solution
· United Health Group:  Designed, developed, and launched next generation customer service  platform.  Program included CRM, Customer Interaction Database, Customer Interaction Hub and Multi-channel Event driven Communication System.  This was a multi year program spanning multiple business units and over $20million.  Technologies spanned multiple hardware and software platforms including IBM, Cisco, and HP hardware; Java, .NET, and MQ Series development tools; DB2 and Oracle DBs.

· Quist Consulting:  Research and review datacenter construction, design, architecture and virtualization for startup Data Services company. 

NEXTEL Partners, Eden Prairie, Minnesota
1999 to 2007
Mobile phone carrier

· IT Director/Manager – CRM, Customer Service and Call Center Operations: 
Reported to CIO.  Hired to help CIO build and manage a fast paced IT organization with a staff of 37 IT Professionals.  My team varied from Business Analysts, Project Managers, and Application development in IVR, ETL, Java, PL/SQL and .Net developers to Infrastructure teams in Telecom, Data Center Support, Servers, Security, Help Desk, Desktop Support, and Network Support.  I Worked directly with Executive Management to identify and implement strategic initiatives.
· Operational launch.  As a startup company, needed to prepare CRM, Infrastructure and Operations to service thousands of customers with the turn of a switch on a specific date. Identified the organization and infrastructure needed.  Developed and gained approval for budgets to support such operations. Service was launched in temporary facilities within about 6 months with no hitches and repeated in new facilities 12 months later.

· Application Development.  Managed ongoing customer facing and internal Application Development projects and oversaw the complete SDLC process resulting in decreased Customer Churn, improved Customer Satisfaction, and reduced Operations Expense.
· Expansion.  Company identified a new location for geographical expansion.  Leveraged lessons learned from the start-up infrastructure and budget processes and successfully launched new facility that rapidly grew from 150 to700 service employees over 2 years.    

· Software upgrades.  In an aggressively competitive environment, cost cutting was high priority.  Simultaneously, computer viruses were robbing productivity.  Led team through cost reduction and security improvement exercise.  New security software was purchased following 3 months of research and was implemented over a year.  For 2 years, there was no downtime due to network failures.

· In-sourced audio conferencing.  Original audio conferencing system was no longer the choice to support company growth.  Led a team that brainstormed alternatives. Identified vendor, devised, and implemented an in-sourced solution over 14 months that not only added functionality, but also saved over $600K a year.

· Network Overhaul.  Following 4 years of rapid growth, needed network design alternatives.  Worked with engineering and legal.  Redesigned network and re-negotiated all telecom contracts over 18 months.  Created $1.2M in operations expense savings and improved network reliability and performance to sales personnel across the country.  

· Launched 50+ Retails Stores.  Company made fast decision to open 50 new retail stores to augment direct sales.  Led development of strategy, plans, and budgets.  Gained approvals and implemented plans, opening 50 stores in 11 months.  The stores grew to account for over 50% of all sales within 5 years.
· Business Continuity – Disaster Recovery.  The events of 9/11 created the motivation to reassess our capability to cope with such a scenario.  Reviewed alternative options and the technology necessary to achieve our business continuity goals. A new “Warm” Disaster site capable of taking over all of our computing needs in a catastrophe was built in another state over 17 months.  The company is prepared.
· Hurricane Alley Evacuation.  Category 5 Hurricane was heading directly to one of our larger coastal customer service centers. Immediately pulled together a team to plan and react, both on site and away from the storm center within 8 days.  The city took a direct hit.  Our operations were safely shut down and support functions temporarily moved to an alternate location.  We experienced no decrease in our ability to service the customer and all employees were evacuated safely.
· Predictive Dialer.  Increase in delinquencies and high collections operations costs were preventing the company from reaching revenue goals.  Led the development of a plan.  Implemented a predictive dialer system, allowing agents to reach more customers.  Revenue per agent doubled over 10 months.  
GE Capital  
1997 to 1999
Fleet leasing

Call Center Technology Manager 

CRM Deployment.  Customer service operations were cumbersome with poor access to data and little co-ordination with the Sales Department, leading to low customer satisfaction levels. Identified potential solutions. Led a Six Sigma Quality team to deploy a world class Oracle Siebel CRM solution resulting in greatly increased customer satisfaction and reduced customer churn over 20 months.  System remains in place 9 years later.

Norstan Communications 
1994 to 1997
Call Center Consulting Branch
IVR CTI Programmer/Analyst

Developed and deployed applications for clients of Norstan
CustomerLink
1994
Marketing company

Programmer/Analyst and LAN Administrator 

A1 Movers – Atlas Van Lines
1989 to 1994
Moving Company
Atlas Certified Driver
FiveKnights & Associates  
1992 to 1994
Technology consulting company

Assisted Lead Consultant in various aspects of Systems Analysis as well as Functional Systems Design.

Education

Bachelor of Science - Computer Information Systems
· University of Wisconsin, Superior
· Strong emphasis on Economics and Finance

High level business courses: Finance, Economics, Investments, Management, Statistics, Database Management and Marketing.

Training and Certifications
PMP Certified

ITIL Certified

The Leadership Connection – Carew International

The Corporate Athlete – LGE Performance Systems

Principles of Project Management – GE Capital Training

GE Six Sigma DMAIC Quality training – GE Capital Training

GE Six Sigma DFSS/DMADV Quality training – GE Capital Training 

Software/Hardware

HP, Compaq, Sun, Microsoft, Visio, MS Office Suite, MS Project, Java, J2ee .Net, Nortel, Cisco, Intervoice, Nice, IEX, SQL, IVR, Seibel, Oracle, SQL Net, COBOL, Sybase CTI, UNIX and Cognos
