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Service Operations Director ( aftermarket Service Leader ( Field Service 
Removing Roadblocks to Efficiency
Customer focused Service Director with proven ability to increase profit and manage costs in a matrix service environment.  Collaborates with direct / indirect sales and service channels, manufacturing, technical staff, and customer support to fulfill service requirements and exceed customer expectations.  Leverages technical skills and in-depth understanding of mechanical systems to lead employee and customer training initiatives, manage warranty costs, and implement planned maintenance programs.  Demonstrated talent for building cohesive, high performing teams.  Expertise includes:
	· Strategic and Operational Planning
	· Customer Relationship Management

	· Multi-Unit Operations Management
	· Customer Satisfaction / Retention

	· Team / Employee Development & Leadership
	· Inventory Management

	· Continuous Process Improvement
	· Sales and Service Support Programs

	· Budget Preparation and Control
	· Third Party Warranty Programs

	· Cost Saving Initiatives
	· Planned Maintenance Programs


Professional Experience

Tennant Company, Minneapolis, MN
A $600 million global manufacturer and distributor of indoor and outdoor environmental cleaning solutions and specialty floor coatings.
Director, Western Service Division – Minneapolis, MN (2007 to March 2009) 

Promoted to lead a $50 million aftermarket (parts and labor) service organization including five dedicated North American Service Centers.  Provided leadership to a Regional Service Manager, five District Service Managers, and 300 District Service Trainers and Field Service Representatives operating mobile service vehicles.  Oversaw $8.5 million Reconditioned Machine Program and indirectly managed technical service functions supporting North America Sales, distributor business, and customer base. 

· Facilitated 10% average annual growth over three years while other business units declined.
· Captured 46% gross margin on reconditioned machine business. 

· Rejuvenated new hire training process to improve on-boarding and retention of new and existing employees.  Delivered 20% employee retention improvement following first year of implementation. 
· Spearheaded initiative to develop world class technical and warranty support help desk manned by 12 dedicated employees.
· Identified, researched, and initiated new service partnerships (3rd party vendors) in order to offer and provide 100% North America service coverage.
· Reinforced distributor business through technical and on-site service management training. 

Division Service Manager, Western Division – Detroit, MI (2006 to 2007) 

Promoted to support continued growth across aftermarket service organization.  Managed seven direct reports and 150+ indirect Field Service Trainers and Field Technicians.  Responsible for $25 million in labor sales.  Managed initiatives focused on profitable growth, customer service excellence, and customer satisfaction / retention.  Worked closely with Direct Field Sales and Distributors to increase market share. 
· Delivered high quality field service resulting in 97% customer satisfaction rating. 
· Leveraged new technology (i.e., electronic inventory management, tech docs, and Service Order billings) to enhance efficiency of technicians with mobile service vehicles.
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Regional Service Manager, Central Region – Detroit, MI (2001-2006)
Promoted to manage five direct reports while collaborating with District Service Managers and Field Service Trainers to deliver on-site repair services. Oversaw on-site Planned Maintenance Program services and warranted breakdown repair services for all North American customers and distributors.
· Increased customer base 10+%, allowing expansion of service operations to new markets. 
· Developed and implemented “Get Back to Basics” initiative to refocus efforts of service organization.  Program leveraged organization’s core competencies and values and led to increased team morale, enhanced service delivery, and improved customer satisfaction ratings.

· Integrated best practices and developed standard operating procedures to ensure that consistent Planned Maintenance steps were performed across the organization.

· Developed lower level Field Service Representative position to support shift in business to smaller, less expensive machines and competitive products.  Reduced labor expense by 20%. 

Service Center Manager – Detroit, MI (1987 to 2001)
Responsible for day-to-day operations of Service and Distribution Center.  Managed 15 direct reports including office, field and shop employees providing repairs, warranty updates, and customer support for $250,000 local rental business.  Responsible for product distribution of 150+ shipments daily and backing of six local Direct Factory Sales Representatives.  Managed maintenance, repairs and upkeep of 20,000 square foot company-owned facility. Prepared and managed AOP for building, warehousing and all service operations.
· Elected to serve as Interim UK Service Manager (five month assignment) to support UK service operations.  Interviewed, hired and trained new Field Service Representatives and assisted with the interviewing and hiring of National Service Manager.

· Selected to receive Individual Quality Award in 1997.

· Received Service Manager of the Year Award in 1996; nominated for award in 1997 and 2000.

Prior Experience

Includes work as a North America Service Trainer (Minneapolis, MN), an Area Service Representative (St. Louis, MO), and a Shop Service Representative (Detroit, MI) with Tennant Company.

Education

Baker College, Auburn Hills, MI
1998 to 2004

General Education, Business Law and Communications
St. Louis Community College, St. Louis, MO
1983

Coursework in Business, Accounting and Communications

Professional Development

Center for Creative Leadership, Colorado Springs, CO 
2000
Leadership Skills Training

Technical Skills
Proficient with Microsoft Windows, Microsoft Office Suite, Outlook, SAP, Concur, and electrical and hydraulic schematics. 


