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OBJECTIVE

Business Operations Manager • Senior Business Analyst • Call Center Manager • Customer Service Manager

SUMMARY

Business professional with 19 years experience in customer service and satisfaction.  Experience with project management, process improvements, help desk management and support, and work teams.  Adept at and enjoy working with people to help provide practical solutions, improvements and tangible results.  Skill strengths include:

	• Analysis and logic

• Behavior interviewing and hiring
	• Customer satisfaction and service

• Flexible work and management styles
	• Team work

• Quick learner


Professional Experience 

Schneider Electric (formerly Square D Company) – Palatine, IL

1989 to 2007

Progressed through technical and management positions of increasing scope within the multimillion-dollar North American division of a leading global manufacturer of industrial, commercial, and residential electrical products.

Senior Business Analyst (2004 to 2007)

Selected to coordinate business system enhancement projects, liaising between business operations and information systems groups.  Planned and implemented projects for supply chain and manufacturing business systems. Developed project scope documents and test plans, conducted user acceptance and regression testing, and created user training programs and documentation.

· Improved support of ambiguous Supply Chain Management processes by creating and updating user documentation and developing process maps that contributed to an 80% reduction in system support problem resolution times.

· Boosted customer satisfaction with Information System processes by establishing expectations, communicating changes, and performing project management functions for business system changes.

· Created and delivered training for over 30 internal users on proprietary order management systems and related business processes; served as the first point of contact for shipping, order reports, and import / export processes.

Product Support Manager (1997 to 2004)

Handpicked to manage 4 help desks staffing 21 product support technicians providing technical support for all Square D and Schneider Electric control products to customers, distributors, and internal sales personnel throughout the United States. Established help center operational processes and performance metrics. Interviewed, selected, trained, and mentored team members.

· Improved customer service, establishing a “very satisfied customer” baseline of 90% despite a 24% reduction in resources by evaluating customer feedback and creating and implementing customer-focused standards.

· Delivered an 80% reduction in warranty costs by partnering with service, accounting, and support teams to establish a warranty review process for field service charges and developing a tool to enforce guidelines.

· Collaborated with service, accounting, manufacturing, and marketing teams to define, document, communicate, and enforce service available for select products, creating common service expectations, increased response rates, and reduced service costs.

· Enhanced customer service and support by implementing Customer Relationship Management applications that tracked account activities, contained a customer-facing FAQs section, and generated reports.

· Participated in Technical Support Kaizen Blitz, Services Lean Blitz, and numerous round table and ad hoc teams that implemented process improvements for support operations.

Senior Product Support Specialist (1995 to 1997)

Recognized for product expertise, was promoted to lead a team of 8 service technicians charged with providing 24/7 technical support for Square D and Schneider Electric variable speed drives. Oversaw troubleshooting, repair, routine maintenance, and installation of products. Interviewed, selected, and trained new employees. Conducted performance appraisals and developed professional growth plans for staff.

· Developed and maintained strong customer relationships through proactive account service, delivering technical support to entire US customer base.

Product Support Specialist (1993 to 1995)

Delivered front-line support to entire US customer base. Conducted remote troubleshooting, repair, maintenance, start-up, and on-call services of Square D / Schneider Electric variable speed drives.

· Co-developed and delivered product certification training to over 70 field service and repair technicians within 2 years, supporting business expansion by increasing the number of qualified technicians from 6 to over 70.

Senior Technical Service Representative (1989 to 1993)

Drove customer satisfaction and profitability by providing quality, timely, and thorough on-site support for broad range of Square D commercial and industrial products. Delivered front-line support for on-site troubleshooting, repair, maintenance, start-up, and on-call services for control product customers throughout the Northeast and provided secondary support for medium voltage and distribution products.

· Served as a key member of a 7-technician service team that produced division's highest profits; mentored and trained junior technicians on variable speed and reduce voltage starter products.

· Initiated on the job training and mentoring on other product lines to increase personal utilization and profitability; recognized as a product subject matter expert.

· Key accounts included Veterans Administration hospitals New Jersey, New York, and eastern Pennsylvania.

Early Experience: Develop strong remote and on-site technical product support skills as a Field Service Technician with Eastern Bearing; supported Square D and Morse variable speed controllers.

Education & Training

Bachelor of Science in Business Administration & Computer Information Systems Management 

North Carolina Wesleyan College – Rocky Mount, NC   (1999)

Graduated with Highest Honors; Alpha Sigma Lamda National Honor Society Member

Electronic Technician Diploma

DeVry Technical Institute – Woodbridge, NJ

Professional Development

Six Sigma Principles • Total Cycle Time Implementation • Quality Improvement • Process Mapping

Introduction to Project Management • Change Management • Behavioral Selection • Train the Trainer

Front Line Leadership • Team Leadership: Zenger Miller • Teambuilding & Empowerment 

Technical Proficiencies

Microsoft Word, Excel, Access, & PowerPoint • Microsoft Visio

Lotus Notes • Proprietary AS/400 Application
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