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SENIOR MANAGER/DIRECTOR
Maximize Call Center Efficiency & Performance | Build & Lead Cohesive Teams

A resourceful, performance-focused leader with deep experience supporting multiple domestic and international call centers in Romania, the Philippines, Costa Rica, Guatemala, India, Canada, Panama, and the United States. Highly skilled in developing cost efficiency and process improvement strategies in collaboration with finance, marketing, and WFM. Strong communication skills supporting all levels. A solid history of leading various lines of business, including collections, customer financial services, customer service/care, back-office teams, credit, new accounts/activations, retention, bankruptcy, deceased, chat, and technical support. 

Leadership & Development | Contact Center Operations/BPO | Analytics | Strategic Planning | Vendor Management | Process Improvement | Communications |Digital Transformation | Change Management | Collections | Customer Service


PROFESSIONAL EXPERIENCE
T-Mobile, Remote
Senior Manager	2020 - 2023
Managed direct reports and 12 vendor partner sites. Developed SMARTer plans, tracked results, and adjusted plans as needed. Presented weekly and monthly results to executives. Facilitated weekly meetings with partner directors to review progress, identify areas of opportunity, audit staffing requirements, and provide assistance. Operations lead for Pandemic strategy to maximize dollars collected and retention of customers. Developed and delivered training material. Created SharePoint sites for internal team communications and a SharePoint site for each vendor the team supported. 
· Established a customer service site with 300 agents and achieved 100% target for device sales.
· Created a high-risk collections site with 200 collectors and accomplished over 100% target for first call resolution.
· Defined and implemented operation strategy for self-service adoption, with up to 80% of payment arrangements occurring via self-service.
· Transitioned partner site from supporting Sprint biller to supporting T-Mobile biller. Established a training plan for 150 agents and management, enabling a smooth transition.
· Generated company cost savings by decommissioning 7 partner sites and consolidating call volume into 2 partner sites.
· Served as operations lead in collection strategy design, success measurements, and implementation of global pandemic strategy. Moved agents to work from home, establishing payment programs and flexible payment arrangement options and creating and facilitating training material servicing 42K customers.
· Changed collections approach, leading to an increase in Net Promotor Score from -25 to 50.
· Awarded the Power Zone and In Crowd Awards (trip to Las Vegas).
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SPRINT, Overland Park, KS (Hybrid)
Performance Improvement Manager / Director 	2017 - 2020
Led direct reports and 27 partner sites. Served as Consumer and Business Collections Director during Director’s special assignments (2 years). Reviewed/approved staffing requirements and organizational metrics for 3.7K FTEs. Operations lead for Digital Transformation supporting Collections and Finance. Strategy development to maximize dollars collected and reduce cost. Quarterly site visits to each partner site to ensure SOW adherence, business review, and identifying gap areas.  
· Drove digital transformation, reducing collection call volume by 15% in year 1 and 41% in year 2, while driving self-service usage to 73% and cost savings of $59.95M with a run rate of $98.5M.
· Awarded top recognition: Circle of Achievement Award (trip to Hawaii). 
Senior Project and Program Manager 	2006 - 2017
Managed concurrent projects to improve collection results. Identified process improvement areas and created training material. Developed business case to support strategy recommendations and presented to executive level for budget approval. Completed data analysis of results to determine success measurements.
· Led strategy development and implementation, reducing operating costs by ~$40M annually, improving bad debt by 16.7%, shrinking involuntary churn, and decreasing collection’s account credits by 12% year over year.
· Spearheaded project to revamp customer escalation process, reducing escalations from 34K to 17K per month.
· Implemented automated delivery of training material, decreasing workforce management manual scheduling, increasing agent course delivery by 30%, and slashing ignore rate by 50%.
· Developed note templates that streamlined the process with savings of 25 seconds average handle time per agent.
· Served as lead resource for training and documentation of payment arrangement system enhancement, launch war room support, onsite support, and continued education, targeting $3.9M savings in bad debt reduction.
· Reduced transfers to the technical support team by training collection agents on handling customer network/device issues, eliminating all technical support transfers (4% of total transfers).
· Boosted employee satisfaction by establishing a work-at-home program for support teams.
· Provided operational support in deploying softphone applications, eliminating vendor sites’ need to use hard phones, providing a link between phone and billing system to record customer interaction, and removing the need for agent manual entry, reducing average handle time by 4 seconds per call.
· Facilitated weekly partnership calls and call calibrations to ensure process/policy adherence, increasing customer satisfaction scores to 81.6% in the collections department.

EDUCATION/CERTIFICATION
Associate of Science (AS), Management, Park University, Parkville, MO
Bachelor of Science (BS), Management, Rasmussen University – Pursuing
Six Sigma – Black Belt Certification  
