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Professional Experience 
EATON/COOPER LIGHTING/CORELITE - Aurora, CO (1999 - 2013)

Corelite - privately owned, manufacturer of architectural light fixtures, with sales of approximately $40M.  Sold to Cooper Industries in 2000, a manufacturer of electrical components and tools, with sales of approximately $5B.  Sold to Eaton in 2013, a power management company, with sales of approximately $16B.


CUSTOMER SERVICE MANAGER (2000- 2013) 


Managed and developed the customer service team to maintain and enhance customer relationships and meet 
operational objectives.  Defined and communicated customer service standards and oversaw the achievement 
and sustainability of the customer service levels.  Improved the quality of service, productivity and 
profitability of the team and worked with management to support and implement growth strategies. 
· Managed the fast paced daily activities of the department while meeting the ever-changing needs of the customers.

· Managed 18 direct reports responsible for quotes, orders, submittal packages, customer service and technical sales (pre-sale to post sale).    

· Participated in customer on-site meetings and events.  Conducted agent trainings on quote and order entry, pricing, submittal drawings, etc.  Conducted quarterly reviews with outside sales to discuss the teams' performance and any areas of concern.    

· Facilitated complex or escalated customer service issues while improving customer relationships and negotiating a solution acceptable to both or all parties.

· Planned, prioritized and delegated tasks to ensure timely and accurate completion of deliverables.

· Coordinated new product releases with Marketing and training for the customer service team.


PROJECT COORDINATOR (1999- 2000) 


Principal contact between rep agents and the company; managed a geographical territory.  This position 
required a base knowledge of the products and their use; as well as a demonstrated understanding of the 
fundamental knowledge, processes and terminology for effective project management.

· Processed quotes, orders and submittal packages within departmental lead-times.  Accurately submitted the final approved bill of material to the back-end system for planning and production.  Managed orders through the production process and expedited orders with the factory support team to meet customer deadlines.

· Negotiated pricing and commission as required while maintaining company profitability.  Proposed alternate products as needed while keeping the customer's expectations in mind.  Processed change orders, cancellations and determined associated fees.  Addressed post sales issues, provided technical assistance and resolved billing and commission discrepancies.  

· Organized and maintained job documentation.
WRIGHT & MCGILL COMPANY- Denver, CO (1984 - 1997)

Privately owned company; manufacturer of Eagle Claw fishhooks, rods and reels.


KEY ACCOUNTS REPRESENTATIVE (1994 - 1997)  


Principal contact between large key accounts and the company; managed 3 to 5 mass merchant and catalog 
house accounts.  

· Contributed to a 47% sales growth the first year and a 7% to 12% growth the following two years.

· Worked closely with the Pegman Analyst to maximize our retail peg space.  This successful effort resulted in implementing 9 new items generating an additional $500K in sales.

· Established an outstanding rapport with our largest account and was selected to be on their Co-Manage Program resulting in the manufacturer being responsible for ordering the product and maintaining the appropriate inventory for the customer.

· Ensured that the company and the customer were maintaining proper gross profit margins by working directly with the Vice President of Marketing and Sales.

· Prepared and conducted presentations for vendor meetings and traveled as business dictated.

· Initiated annual forecast numbers and worked with the Forecast Analyst to maintain an 85% forecasting accuracy.


CUSTOMER SERVICE REPRESENTATIVE (1989 - 1994)  


Supported the sales efforts of the company by serving as coordinator and liaison between the customers, 
sales representatives and other departments of the company.  Represented the customers by serving as a 
spokesperson, interpreter of needs, problem solver, source of policy and product information.  

· Handled 400 accounts in the southern United States including wholesalers, dealers, truck jobbers, chains and manufacturers.

· Worked closely with the Vice President of Marketing and Sales to establish annual contract programs for customers.

· Communicated product information to customers including pricing, terms, deliveries, order status, substitutions and various programs.

· Resolved disputes with customers in a persuasive and tactful manner.

· Selected to participate in consumer and trade shows in various parts of the United States.


CUSTOMER SERVICE SECRETARY (1987 - 1989) 

Provided clerical and administrative support to the Customer Service team

· Answered telephones, routed calls and delivered messages.  Opened and distributed mail and conducted mass mailings.

· Prepared letters, documents and reports.

· Maintained departmental calendar and scheduled meetings/trainings.  Prepared travel and expense reports.  

· Ordered and delivered office supplies.  Copying, faxing and filing.

· Responded to basic customer service questions such as order status and tracking information.

· Other duties as assigned.

EXECUTIVE SECRETARY (1984 - 1986)  
· Duties comparable to Customer Service Secretary noted above.

INTERNATIONAL SALES SECRETARY (1984)  

· Duties comparable to Customer Service Secretary noted above.

Education & PROFESSIONAL DEVELOPMENT 

· College Coursework - Arapahoe Community College

· TMVP (Transactional Manufacturing Variance Program)

· Dale Carnegie - Selling Change & Leadership for Managers

· Preventing Workplace Harassment for Supervisors

· Practical Negotiation Skills

· Developing Presentation Skills

· Statistical Data Analysis

· Retail Link Decision Support - Wal-Mart
TECHNICAL SKILLS

· MS Office Suite

· SAP (MRP System)

· Effective communication skills  both verbally and in writing.    

· Ability to trouble-shoot and problem solve.  

· Ability to multi-task and jump between multiple projects and roles.

· Detail oriented and results driven.

