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	Call Center Director of Operations • Call Center Sales Management 

Mission statement:
Motivation continues to distinguish me and enables me to foster my unique value proposition (Clients 1st). Simply quality in and quality out, hard work & integrity (ethics) and exceptional relationship building methodology with C level and Director level DM’s throughout my professional career spells sales success (ABC’s) Always be Closing.
 SKILL SUMMARY

· Emphasis on Pilot Proof of Concept for Pay Per Performance and Flat Rates  
· BPO Outsourcing and TCO Sales and Customer Service  Methodologies (KPI)
· Quality Management (SMART)KPI  Offshoring  expansion
· Solution Selling Strategies

· Territory Growth/Business Plans

· Process Work Flow Automation (BSC) 
· Team Building #400 Seat Center
· High-Impact Sales Presentations

· IT Services Project Management

· CRM Tools Metric (Siebel)&(Oracle)
· Highly Effective Closer (Metric)
· ROI, P&L TCO Recovery Strategy

· Audit /Inventory Recovery

· Check Write / Treasury Pre- Fund

· Asset Performance Management

· 1st Call Resolution Management

· IVR / IM and Chat Usage Rate 

· Infrastructure  & WAN Optimization

· Huge Reduced Customer Attrition Rate

· Structured  & Project Innovation 

· Reduced Service Cost Per Client
ACCOMPLISHMENTS
· Sales quota attainment performance in 2006 197.7%
· Increased total (DUM) dollars under management by $535M
· Achieved Increased Contract negotiated 2006 $329M in New Logos
· Achieved Increased Renewal and up sell Agreements 2006 $224M 
· Exceeded Q1 through Q4 Quota Retention Goals
· Led the West Region as #1 Sales Consultant (ICR) at Vercuity utilizing a consultative success driving multimillion-dollar sales growth while providing award-winning sales leadership in highly competitive markets. 
· Recognized as an exceptional mentor and leader with unparallel results. 
· Described by Manager and Peers as tenacious in building new business, securing customer loyalty, and forging strong relationships with external business partners. 
· Won honors as the #1 Manager #1 Team and the #1 Most Balanced Team at Hewlett Packard Corporation. 
· Negotiated record setting revenue booking and shipped attainment in revenues in Q3 ($10.3M) & Q4 ($12.89) of 2005 and more than $41 million annually.
· Accomplished 119.89% shipping target. 
· Maintained 142.9% of quarterly revenue quota for direct sales efforts and 119.5% attained 0via the channel (VAR’s, Reseller’s and Partners).
experience
Best Contractors.com, Inc.,   Denver, CO    (2007 – 2007) Director of Sales - Call Center  Software &  Advertising (BPO)                                                                     www.bestcontractors.com
Our technology delivers objective criteria as well as convenient digital communication tools to both parties which results in a more effective and efficient way of conducting commerce. Each Service Professional is rigorously screened as to their Better Business Bureau standing, current licensing, insurance coverage, years in business and other critical factors in advance of their listing on our site. BestContractors.com, Inc. was formed in March of 2005. We are engaged in 7 markets as of today and have indentified new potential markets to penetrate and have personal as well as venture capital investments in excess of $8 million The BestContractors.com team consists of a group of experienced software professionals who have together successfully created, sold and delivered other process management solutions that have streamlined the way many companies conduct business today. Not only are we here to help, we are here to reinvent the way homeowners and service professionals communicate and work together. The Sales Directors managerial responsibility is simply to meet and exceed the company’s revenue and global market share objectives. Sales Director for an outbound call center selling software and web based pre-screened and qualified residential remolding or new build general contractor projects in this $16.1 billion industry.
Call Center contract consultant to implement, design, recruit, manage, evaluate and develop the professional call center web based telesales organization 
Hiring, training and motivating; compensating, establishing annual goals and leading sales meetings 

Assess, prioritize and assign tasks to efficiently balance the workload; this includes assigning leads and reviewing all leads and prospecting reports.
Monitor sales activity related to existing customers, pipeline and prospects.
 Identifying and implementing innovative business development and sales strategies (Portal)

Provide accurate forecasts. Hold sales people accountable for numbers, budget planning , resource planning to meet revenue goals and communicating client/market needs
Collaborate with client service delivery teams to transition clients from sales to implementation phases, and provide ongoing account management support
Maintain a good working knowledge of current sales techniques and industry developments by attending conferences and conducting related search. 

Website, process management, workflow  automation,  reporting analytics software development and CRM processes

Vercuity Solutions, Inc.,   Greenwood Village, CO    (2005 – 2007) Call Center Help Desk Consultant – TEM & BPO Space                                                                     www.vercuity.com
The nation's largest and most experienced provider of Telecom Expense Management solutions, Vercuity offers a robust portfolio of fully-managed services, from contract negotiation and procurement through audit services and expense allocation, invoice and asset management services in the BPO / BPM space.

Remedy help desk and trouble ticketing outsourcing, Lead generation, prospecting, qualification and closing new customers in CRM

Managing existing customer relationships through the outsourcing sales process methodology

Management (Dashboards) integration tool for calls metric for calls, AHT, Sales Per Hour,  KPI’s and rap-up times and closing ratios
Preparing and presenting product presentations (Power Point) Live Meeting, Interactive Voice Response, IM, Chat and Check / Card 
Preparing sales proposals and RFP / RFI responses as Telwares is a consulting division.

Identifying and implementing innovative business development and sales strategies (Portal)

Preparing forecast and pipeline reporting and communicating client/market needs
proven track record of success selling solutions and services for specific applications.

15+ years of Call Center Vertical/software/technology sales experience (presenting suite of services to C levels)Successfully demonstrated the ability to sell and manage various  large ticket solutions projects multiple ($1M+ revenue deals)
Hewlett Packard Corporation, Colorado Springs, CO
 (2004 – 2006) Regional Sales Manager – Call Center (SMB)
               www.hp.com  
 HP is a technology company that operates in more than 170 countries around the world. We provide infrastructure and business offerings that span from handheld devices to some of the world's most powerful supercomputer installations.

· A keen knowledge of computer hardware / software in the enterprise, fortune 1000 and 500 space sales solutions experience across all sectors, verticals and markets.

· 16 direct reports inside  management daily  up to 20 direct reports inside sales and field sales efforts

· $8.5M - $9M Quarterly quota and responsibility for more than $35M in new sales revenues in 2005

· Experience in cold calling and Benchmarking best practices.

· Solid knowledge of the enterprise industry.

· In-depth years of experience in developing and maintaining executive level relationships.

· Demonstrable business and entrepreneurial skills.

· Demonstrable negotiating and closing skills.

· Diverse Portfolio of products & services: Thin clients, Workstations, Printing & Imaging, Desktops, Notebooks, Altiris Linux, Red Hat and, Microsoft (Suite) pre-configured solutions.

Comtec Teleservices, Inc., Lakewood, CO   (2003 –2004) Director of Sales National Call Center Outsourcing – BPO/TCO
                        www.comtec.com
Comtec Teleservices is an ICT 400 seat Call Center solutions company.  We provide comprehensive consultancy, implementation and support services that complement products from the world’s best-of-breed technology vendors.
· Building Comtec Teleservices, Inc.  Logo & market share and name recognition in Colorado and internationally both with partners and end user prospects.

· $110 M in annual sales outsourcing more than 40 companies’ sales and customer service efforts throughout the US.

· Daily management of 20 direct reports an overall responsibility for 400 seats / sales agents. 

· Managed and increased total number of client engagements at any one time 20 – 35projects 

· $200,000 - $300,000 in daily sales gross revues in excess for broadband, DSL, Internet, T-1and Data WAN 
services.

· Identify new market opportunities for Comtec’s Call Center products and services within the account territory.

· Initiating frequent information providing forum’s and group events

· Provide daily updates into the Comtec Concerto CRM contact management information system.

· Achieve monthly bookings and revenue targets.

· Educate decision makers and supporting teams in the client organization in Comtec’s products and services.

McLeod USA, Inc., Englewood (DTC), CO    (2001 –2004)  National Accounts Sales Manager Call Center / Exec Suite Vertical 
www.mcleodusa.com
McLeodUSA provides affordable, flexible and reliable integrated voice and data services to small and medium-sized business in nearly 500 cities throughout the Central, Southwestern and Rocky Mountain states. 
· Sales Acquisition encompasses those positions typically engaged in the direct sale of equipment and/or telecom and data services to business.

· Sales Acquisition Role (Hunting) 100% typically include those involved with outside sales or those for which the primary activity is sales prospecting either through direct phone sales or on-site customer visits.

· Knowledge in Microsoft Office products; Excel, Word, PowerPoint. Experience selling a broad range of integrated voice and data products is required, preferably in large markets.

· Always demonstrated the ability to build relationships through open customer communications/consulting.

· Demonstrated ability to negotiate contractual agreements related to the sale of complex telecommunications products and service and Hardware PBX, ACD, Call Processing and Voicemail systems.

· Communicated clearly and efficiently with all employees and support departments in a team-oriented manner. 

      Delivered very effective customer presentations one on one and /or group setting. 
IBM Corporation, Austin, TX        (1983 –1985)  Communications Specialist (Reprographics)
www.ibm.com
IBM integrates hardware, software, business consulting and IT services into business solutions to meet your goals. IBM also has strong alliances with partners to deliver business solutions worldwide.
· Business Continuity and resiliency services.

· End users services in all markets.

· Integrated communications services and communications/consulting.

· Outsourcing services and reprographic service for cad drawings, blueprinting and technical specifications requirements for infrastructure.
· Maintenance and technical support management, IT strategy and architecture design and implementation services delivered via effective customer presentations. 
Multiple Pilot Call Center  Projects,   Austin, Texas  and San Francisco    (1985 – 2000) Director of Sales - Call Center  Director and Call Center Implementation Consultant (Telemarketing, Mass Marketing and Sales  & Customer Support Contact Centers) www.telecomusa.com - Austin, TX
www.mci.com - Austin, TX 

www.wellsfargo.com - San Francisco, CA

www.omi.com - Hayward, CA

www.sbc.com - San Francisco, CA

www.intelegy.com - San Mateo, CA 

skills
· 20+ years of Call Center /telecom/software/technology sales experience (Information Technology Lead generation, prospecting, qualification and closing new customers - 70%
· Managing existing customer relationships through the sales process - 30% Preparation and present product presentations and developing Methodologies – 15 Years
· Preparing sales proposals and RFP responses ( TEM, BPO, BTO, ITO, FAO, TCO and  BPM) - 5 Years 
· Prepared forecast and pipeline reporting and communicating client/market needs - 15Years

· Proven track record of success selling application solutions and services - 15 Years 
· Ability to sell large ticket solutions ($1M+ revenue deals) Ability to travel at least 50% of the time. CA, TX, WA, & OR – 10 Years
· Good writing skills and proficiently with MS Word, PowerPoint, and Excel - 15Years
· Methodologies:  CCMI, People CMM, Six Sigma, ITIL / ISO 20000, PMI AP/GL, Monster and Remedy 
· Ability to present the entire suite of services to C level individuals (CEO, CTO, CIO, CFO, COO and  IT Director)
· 2007 Culture Index, Inc results prove strong sales methodology , logical, high energy and keen closer
· 2007 HR Chally profile results depict top producer (driven) consistently exceed quota & highly motivated 
TRAINING & CERTIFICATIONS

· I.T. Consulting / XP, and MetaFrame XP

· VITO , Stephan Covey Sales Skills

· Miller Heiman, Stephan Schiffman

· Power Point / Word / Microsoft Suite

· Siebel / Gold Mine  and ACT  

· Digital Hatch / IT Selling LAN / WAN  

· Cisco Routers, 2400,3600,7200,7500
· Juniper Switches/Routers, 8000.48, 8624 POE Layer 3 
· RFP Proposal Response Generation  
· Strategic / Conceptual Selling /Aslan
POSITION & ROLES PEFORMED

· Call Center Director of Sales /Regional Sales Manager/Director of Client Services 

· Call Center Business Development Manger/National Account Manager

· Channel Partner Management /LA ,SF& CO Books of List

· Call Center Sales Fulfillment/Mail/ Email/IVR/ACD/CRM  

· Call Center Strategic Account Manger

· Global Account Manager/ Large Account Management

· Major Accounts Manager

· Corporate Account Manager 
· US Army Veteran (AFN-E Communications)


Education
 Bachelors of Arts (Communications) Huston Tillotson University, Austin Texas, 78702 
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