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MELISSA LUEDERS

16438 5th St Ct N, Lakeland, MN 55043      (      651-269-2527      (       melissa.lueders@comcast.net

CAREER PROFILE

Sales Operations and Continuous Improvement Leader with the ability to create, drive, and implement a business or project plan.  Quick learner who can clearly articulate the value of a solution to internal and external customers.  Able to build relationships and empathize with colleagues and customers.  Independent manager that thrives on managing change through consistent processes and automation in a fast-paced environment.
Specialties:
	· Strategic planning
· Change management leader
· Increasing customer satisfaction


	· Six Sigma, LEAN, and ISO

· Process improvement – transactional and manufacturing
	· Sales and operations acumen
· International business

· Building relationships
· Process Training


FUNCTIONAL EXPERTICE

Continuous Improvement Project Leader
· Reduced costs $1.4 million annually by leading a Sales Delivery team through process and tool documentation and training. Developed metrics for management to ensure new processes continued to be followed.
· Solved customer production problems by leading a cross-functional team through Six Sigma methodology to pinpoint specific customer template items slowing down their production.
· Improved Solution Delivery productivity by collaborating with American, European, and Asian offices to create consistent tools and processes for all teams to use. 
· Reduced annual costs by $250,000 and saved over 7,800 man hours annually by developing and delivering Continuous Improvement Training focusing on ISO 9001, LEAN, and Six Sigma tools and methodologies to colleagues in China, France, Hong Kong, US, and UK.  
· Improved working relationships by creating a team environment where processes and not colleagues were challenged.

· Decreased training time required to get a new hire capable of taking customer calls and orders by 50% through process documentation and reassigning resources.

Sales Operations Management

· Improved customer satisfaction from a ranking of “satisfied” to “very satisfied” by giving each customer a specific customer service rep for all order issues and focusing on resolving customer issues within 24 hours.

· Reduced labor force by 29% while orders increased by 6% over the same time period through driving continuous improvement projects and automation.

· Improved productivity by 15% within the Datacard France Order Entry Department by collaborating and training on order entry and return processes, tools, and system.

· Improved department colleague engagement by involving staff on improvement teams and providing consistent communication on company initiatives, department changes, and feedback during 1 on 1 sessions.

· Increased service revenue and productivity by developing and communicating services process as well as marketing collateral to be used to set customer expectation of the services. 
Strategy Development 

· Increased colleague industry and product knowledge by offering “Personal Study Mission Day” that provided presentations from industry and product experts to everyone within Datacard.

· Developed a business plan and venture opportunity that Datacard invested in by leading a team through a strategic planning process. Created an environment where ideas not people were challenged by addressing negative behavior immediately and directly.

· Influenced strategic plans with customer data by creating, delivering, and analyzing a Customer Satisfaction program. 

PROFESSIONAL EXPERIENCE

DATACARD CORPORATION, Minnetonka, MN
1995 – 2009

Manufacturer of card personalization equipment and supporting solutions
· Certified Six Sigma Black Belt, 2005 - 2009
Led Six Sigma and continuous improvement projects, created and delivered continuous improvement training; go-to person for senior leaders, mentored colleagues on change management and projects, and deployed other Black Belts.

· Manager, Domestic and International Customer Service, 2000 - 2005
Managed personnel and processes for order entry and returns of Domestic and International customers and subsidiaries, import and export compliance, pricing master, and customer master.  Twenty-three direct reports with an annual budget of $1.5 million.
· Manager Domestic Customer Service, 1999 – 2000
Managed personnel and processes for order entry and returns of Domestic customers, pricing master, and customer master.
· Strategy Development Process Lead, 1997 – 1999
Drove organizational development focused on strategy development process, values, and educated colleagues on financial industry and security market.

· Team Lead for Strategic Architecture Project, 1996 – 1997
Led one of six teams through Gary Hamel’s strategy planning process where the final objective was to have a number of new business investments options for Datacard.
· Senior Marketing Analyst, 1995 – 1996
Developed services and supporting marketing materials for customers who purchased Datacard equipment.

SANBORN MANUFACTURING COMPANY, Minnetonka, MN
1987 – 1994
Manufacturer of air compressors for the Do-It-Yourself market

· Marketing Analyst, 1991 – 1994
Understood market needs, championed and led changes and improvements within the sales operations organization.

EDUCATION
Carlson School of Management, University of Minnesota
Course work completed: Strategic Management, Financial Accounting, Ethical Environment of Business, and Financial Management

University of Wisconsin – River Falls
BS, Business Administration, emphasis Marketing and Finance 

PROFESSIONAL DEVELOPMENT
Six Sigma Black Belt Certification through Breakthrough Management Group, May 2006
Six Sigma Yellow Belt Certification through Breakthrough Management Group, August 2005.

