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Results oriented professional with 15+ years of experience managing the full life cycle of highly complex projects.  Business unit lead for Sarbanes Oxley, internal auditing and implementing process controls and measurement.    Demonstrated success in cultivating productive cross-functional relationships with key stakeholders, with extensive experience in leading large teams.  Solid record of accomplishment of successful experience includes optimizing productivity, improving profitability and successfully turning around declining operations while enhancing the customer experience.

Professional Experience

Verizon Communications 
Program Director - Telecom Operations Staff – (2008-2010)

Selected to lead National Program Office to gain operational efficiencies in the call center arena.  Responsibilities included developing national plan to ensure compliance to Sarbanes Oxley audits, renegotiate and design the overall pricing structure of outsourced call center functions to ensure best cost and outstanding customer service as well as consolidation and overall redesign of call center workspace.

· Realized annual savings of 40M savings and ensured compliance of contracts with outsourced venders.
· Enhanced customer experience by creating a national plan to reduce 40% customer transfer rate.  Reduced call transfer rate by 18% in first 90 days.  Achieved through building and maintaining a focused project plan; aligning and communicating metrics while producing critical initiatives and developing a cross organization partnership.  
· Developed financials controls to ensure inappropriate corporate write-offs and risk to the financial portfolio are averted.  No significant findings with the 2010 SOX audit.
· Lead team that reduced and redesigned overall call center real estate, thereby reducing operational cost, consolidating functions and enhancing the customer experience. 

Director Financial Services - (1999-2008)
Responsible for the operations of all domestic consumer and small business wire line accounts receivables and recovery activity, which included minimizing financial risk to Verizon and its affiliates.
· Managed 100M+ budget, realized year over year savings through productivity and process enhancements as well as force optimization
· Responsible and accountable for business and consumer net bad debt
· Identified key project to reduce bad debt
· Developed key reports on unpaid live
· Developed metrics for consultant average dollars collected
· Developed Precollect handling of inbound calls
· Develop New York recoveries initiatives
· Exceptional track record with regards to training and developing executive level talent 
· Lead a team of 1900+ employees
· Teamed and consolidated all call center activity for further organizational savings

Manager - (1996-1998)	
· Lead Centralized Operations Group in effort to enhance lackluster performance in all key performance areas.  
· Customer satisfaction levels jumped from 29% to 78% in 24 months exceeding 65% benchmark for the organization.
· Reengineered and streamlined processes that resulted in a decrease in overtime of 68% of the fiscal year.  

Corporate Account Manager – (1995-1996)
· Managed Centrex resale accounts whose annual total billed revenue was approximately $15, 000,000.
· Developed strategies, planned programs and assisted in efforts to enhance sales for Centrex Resellers.
· Regional Single Point of Contact for contract, regulatory, and product issues.
· Contract negotiations that involved integrating complex network services with the equipment of large telecommunications providers that are in the business of reselling Bell Atlantic’s network services.
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