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Customer Service Management Professional

Delivering Customer Experience That Generates Revenue

	Professional Summary
	Expertise:

Value Offered:

· Counted on to fix the problem the first time

· Creative client relationship programs

· Composed and disciplined

· Operations: Field, In-house

· Crisis management

· Generates new customers

· Brings back dormant customers
· Higher customer satisfaction
· Fewer customer issues: Reduces time wasted and increases profits
·  Reduces legal exposure
Proven strengths:

· Scheduling, quotes, service agreements, technical troubleshooting
· Voice of the Customer training
· Field service, logistics, customer service, retrofits, installations
· Green Manufacturing Specialist
· Regional, national, international customers and sites; internal and external customers and services
· Comfortable with senior client
· Diverse projects: State lottery, power supply, airports and Air Force Bases
· Tangibles/intangibles

management and technical teams
· Approachable and fair team manager

· Web search, Word, Excel, and PowerPoint

· Supply chain, inventory control (APICS Training)
· Teams with excellent delivery
· Excellent interpersonal skills.


	Tools
	CRM systems (Great Plains/Microsoft), APICS-based tools



	Sample Successes


	While at NELA, increased Service Contract revenues by reducing numerous major agreement offerings to 5, and ramping up the fees for each. Because of this success, the company still offers these 5 agreements today.

While at DC-Group, within 90 days reduced potential legal exposure with a government customer by taking this “unmanageable” account, clarifying disputed contract details, and turning them into a very satisfied customer.


__________________________________________________________________________
Experience

	
	Singular Management, Minneapolis, MN

Independent client and member relationship consulting for clients such as Employers’ Alliance, Face2Face, Toastmasters


	Client and Member Consulting

2009 - Present

	· Vice Chairman of Employers’ Alliance board: Secure speakers
· Ensure meeting facilitation and organizing so that goals are achieved
· Member relations: Resolve problems so as to grow the groups

· Vice President of Membership, Toastmasters: Market group to community

· Webmaster: Manage and source the content of organization web sites
· Shipping Supervisor at Wesscott Marketing


	
	NELA USA, Minneapolis, MN

Prepress equipment and optical sensor producer; left when company had a Reduction In Force


	Assistant Field Service Manager

2008 - 2009

	Management role for team of 5-6 field technicians covering North and South America
Client Operations

· Developed a new revenue stream by re-creating the Technical Support plan for phone support

· Proposed and closed service agreements in Mexico and South America

· Part of team that established the parameters for parts sales and shipments


	
	Client Management

· Increased revenue by restructuring and streamlining service plans for greater customer understanding and easier decision making in NELA’s favor

· Directed all service contracts negotiations


	
	Team Management

· Increased motivation through 1:1 coaching, rules revamping

· Co-directed the field engineering schedule

· Cleared all field service sales orders


	
	DC-Group, Minneapolis, MN

Uninterruptible power supplies and power maintenance systems


	Western Account Manager

2006 - 2008

	Directed all field service, including 5 direct reports, in Western Region of 10 states, 300 customers; left when recruited to NELA
· Within 90 days regained trust of a “lost” government account by clarifying disputed contract details, turning customer opinion around 180 degrees

· Put lead customer on new preventative maintenance schedule by meeting 1:1 with other account managers, and through securing control of all installed products

· Personally led problem resolution projects to a very high success rate


	
	GTECH Corporation, Salem, OR

Directed all field service, call center, and warehouse activities for over 2,800 retailers in the Oregon State Lottery System for this software company; left to move for better opportunity



	Field Service Manager

2005 - 2006

	Managed 12-15 direct reports – Service Engineers, Call Center reps, Warehouse team

· Reduced late calls by 50%, resulting in lower penalty costs

· Successfully finished all Oregon State Lottery projects before scheduled due dates, while building morale despite highly pressured engineers

· Eliminated friction between and among engineers through strong coaching and team building, as well as changes in management structure


	
	Excellon Automation, Rancho Dominguez, CA
Worldwide producer of PCB drills and routers; left when company had a RIF



	Regional Service

Manager 

1993 - 2003


	Promoted to this position directing all field service operations west of the Mississippi, managing 12-15 service engineers

· Successfully negotiated service contracts of $1M+, key player in the overall profitability of operations

· Increased revenues by reducing discounts

· Reduced overall field inventory by more than 51.5%

· Improved service response times and cost performance by directing subcontractor service providers




Education

	Lean Office and Six Sigma Certification 
	Manufacturers’ Alliance, Minneapolis, MN 

(in progress)

	Green Manufacturing Specialist Certificate
	Society of Manufacturing Engineers

	Mini-Masters in Project Management
	University of St. Thomas, Minneapolis, MN

	Bachelor of Arts, Managerial Communications
	Metropolitan State University, St. Paul, MN


