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SENIOR BUSINESS OPERATIONS EXECUTIVE

A technically sophisticated business leader with a consistent history of business process enhancement success and an outstanding record of delivering high-return on investment.  Managed and implemented numerous $1M to $10M strategic initiatives and project management innovations to accelerate performance.   Developed systems and managed programs for OEM, government, retail, utilities, financial services, education and sales & marketing.  Developed personal and strategic relationships with global executives.  A team builder with keen problem solving skills and strong negotiating skills bringing the following core competencies to the table:
	Engagement Management Leadership
	IT Technology Infrastructure & Architecture

	· Strategy Development and Planning
	· Hardware/Software Outsourcing

	· Contract Negotiation
	· Infrastructure Consolidation

	· Client Liaison/Relationship Management
	· Shared Services Computing

	· Case Modeling
	· Cost-of-Computing (COS) Reduction Strategies

	· Purchasing and Multi-Vendor Coordination
	· CRM, ERP, B2E/B2B/B2C Portals

	· RFQ/RFP Response Strategies
	· Data Mining/Warehousing


PROFESSIONAL EXPERIENCE

Technical Account Manager, ABC Airlines, City ABC, State ABC
2002 – Present

Technical liaison between IT, business units and outsourced hosting providers. Provide strategic, tactical and operational leadership for technology infrastructure services.

· Senior member of the team that delivered a major corporate IT cost reduction outcome
· Negotiated favorable hardware and software purchases and licensing agreements

· Developed a cost and service review to provide hard numbers for executive decision-making

· Implemented a shared-services environment, an infrastructure solution credited with saving over $10M in annual IT expenses
Senior Project Manager, XYZ Company, City XYZ, State ABC
2000 – 2002

Directed technology consulting projects that emphasized cost containment and aggressive business metrics. Led IT infrastructure, CRM and e-services technology management and consulting initiatives on behalf of Fortune 1000 verticals. Responsible for conducting business needs analysis, developing customized solutions, and delivery management. Generated proposals and program schedules outlining benchmarks/milestones, resources and deliverables.

· Rehabilitated a CRM project that led to a 400% increase in engagement revenues, a value of $2.7M, and incremental business opportunities of $4M
· Established long-term executive/client partnerships by remaining attuned to client needs
· Reduced risk and complexity of programs by understanding and anticipating cross-project dependencies
· Crafted 100+ page business case that became the model for B2E projects, achieved by incorporating industry best practices with practical leadership
Principal Consultant, XYZ Corporation, City XYZ, State ABC
1999 – 2000

Provided specialized CRM consulting, strategy development and systems integration services to help clients leverage technology to build effective customer relationships.

· Developed B2B CRM strategy and technology implementation for international startup CLEC
· Repaid client investment exponentially by developing and implementing an accelerated program schedule that produced a 25% speed-up and a 15% COC reduction
Program Manager, ABC Consultants, Inc., City XYZ, State ABC
1998 – 1999

Provided solution-selling and delivery management expertise for a business startup. Generated requirements analysis and RFQ responses. Utilized CMM software development processes to manage all facets of eCom application development projects.
· Created a 15-person application development and design team that increased total practice revenue by over $4M and profits by over $1.25M
· Provided a strategic and business approach to problem solving
· Delivered excellent customer service and gained the respect of clients and end-users
Project Director, XYZ Associates, Inc., ABC City, State ABC
1997 – 1998

Led corporate cost reduction initiative resulting from a merger between XYZ Data Corporation and ABC Union. Mandate involved eliminating redundant systems/operations/staff. 

· Re-engineered IT and business functions to improve customer service and reduce operational costs by 15%
· Implemented a transaction-cost model that increased performance and guided IT system consolidation
· Instilled commitment and passion to customer service by re-designing the customer contact strategy and implemented CTI call center processes to streamline routing and prioritization
Director/Program Manager, ABC Telephone, Anytown, State ABC
1995 – 1997

P&L accountability for an SBU with sales of $150M and a $38M expense budget. Built and led a 26-manager team, established objectives (revenue, expense, and quality of service), and liaised with multiple departments.
· Selected by VP to transform ABC’s Direct Marketing department into a high-performance marketing/sales operation by designing and employing a disciplined CRM approach
· Implemented operational processes that achieved a 400% improvement in sales revenue and an 18% departmental expense reduction, saving the company tens of millions of dollars
Senior Project Manager, ABC Telephone s, Anytown, State ABC
1993 – 1995

Developed strategic alliance marketing plans between ABC and partners/suppliers to pursue major voice and data service integration business opportunities. Created and negotiated joint ventures, alliances, and partnerships.
· Evaluated projects/programs through financial feasibility studies and market research, considering technical and business aspects
Senior Contract Negotiator, ABC, Inc., City XYZ, State ABC
1989 – 1993

Negotiated and managed research and development contracts for major defense system programs.

· Identified new product opportunities, developed negotiation strategies, prepared formal proposals and negotiated contracts and teaming agreements
EDUCATION

Masters of Business Administration

Production and Operations Management

University of North State ABC, ABC City, State ABC
Bachelor of Science

Business Administration (Management)
XYZ University, City ABC, State ABC
PROFESSIONAL ASSOCIATIONS

Member, Project Management Institute, XYZ City Chapter

Project Management Professional (PMP)

