

Page 1 of 2


Kenneth.Woellhof@gmail.com
303.825.2924
_____________________________________________________________________________________________
The Computer Psychologist and Computer Coach – “Stop Me Before I Smash It!”

Self-Employed
 Denver, Colorado



July 2008 - Present

Provide software and hardware support for home and small business Windows and Apple OS computer users.

· Provide superior customer service by responding to customer requests.

· Diagnose and resolve computer hardware and software issues.

· Diagnose and resolve network connectivity issues.

· Provide software training.

· Set-up networks.

Senior Customer Data Analyst (Step level equivalent to Product and Project Managers)

Time Warner/AOL
 Denver, Colorado


August 2004 – July 2008

Ken was the architect of the customer management process.  He authored the MapQuest customer service procedure manual codifying best practices and common customer use cases.

· Coached staff on a daily basis to achieve business objectives & deliver World Class Customer Support.

· Managed the updating of the multi-million record local search business listing databases.

· Wrote requirements for and implemented the first searchable MapQuest Help site.

· Advocated Support’s position in SCRUM and Product Planning meetings.

· Created the knowledge base to populate the MapQuest Help site.

· Trained contractors, managers and staff.

· Updated support wiki.

Data Analyst

Time Warner/AOL
 Denver, Colorado


October 2000 – August 2004

Ken negotiated the use of shared hardware, software and call center resources across lines of business saving $1 million in annual license fees.  

· Created and managed the philosophy of a single point of contact for ALL MapQuest feedback.

· Reported meaningful / actionable user feedback to the product team in a timely manner.

· Interviewed, hired, trained, and supervised call center customer service agents.

· Streamlined the entire CRM process improving customer response rate by 72%

· Implemented a process to resolve high profile mapping and routing issues.

· Administered the CRM application and databases. 

Kenneth.Woellhof@gmail.com
303.825.2924
Ecommerce Manager for www.mapstore.com

AOL/Time Warner
Denver, Colorado


May 2000 – April 2003 (Concurrent duties)

· Fiduciary responsibility for MapStore.com customer accounts, credit card information and accounting records.

· Resolved shipping and ordering issues with shoppers and fulfillment partners.

· Migrated MapStore from proprietary software to an OTS software program.

· Reported sales and trending to executive team.

Implementation Consultant / Contractor

MapQuest.com     Denver, Colorado



January 1998 – May 2000

· Implemented the first installation of an Enterprise level Customer Relationship Management system.

· Created the first MapQuest knowledge base for responding to user feedback.

· Web master for the MapQuest client MLS Web site www.cyberhomes.com.

· Migrated CyberHomes from proprietary software to Cold Fusion.

· Managed system backups and new releases

· Managed client expectations.

Business Analyst / Requirements Manager

WebSet Technologies Denver, Colorado



September 1995 – January 1998

· Served as the intermediary between technical developers and customers.

· Documented customer requirements in use cases and business rules. 

· Represented clients needs to development team.

· Managed client expectations

Program Coordinator

Joey Favre Humanities Center




February 1992 – September 1995

· Attended conferences to stimulate and solicit program expansion and endorsement.

· Developed and directed assigned programs, including program design.

· Developed all advertising and public relations for programs.

· Assisted the director with development grants.

General Partner and Operating Manager

New York Connection Restaurant




November 1982 – February 1992

· Developed and sponsored a talk radio program from the restaurant 11:00 AM to 2:00 PM every Friday.

· Directed re-branding of restaurant from a casual “pizza joint” to full service fine dining.

· Created a marketing partnership with the Denver Chamber Orchestra.

· Re-branding resulted in 100% increase in gross sales.

Education

· Executive MBA, University of Denver

· BA, University of Colorado


