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Director of Operations Executive and Leader

A market-driven, results oriented operational leader with a record of success managing both multifunctional and complex organizations and projects.  Achieved increasingly higher levels of leadership in operations and partnership development.  Understand the credit process to improve store sales and customer satisfaction.  Work well under pressure to quickly take very broad strategic concepts and translate into organized and operationally efficient tactical processes and procedures.  Possess a positive outlook, good sense of humor, strong work ethic, and unyielding integrity resulting in solid relationships.  Effective handling complex problems under stressful conditions, pinpointing problems, taking immediate action and achieving effective creative solutions. Core qualifications include:
	· Project Management & Life Cycle Refinement
	· Market Analysis, Product Development & Pricing

	· Brand Development & Strategic Expansion
	· Process Implementation & Improvement

	· Financial Planning & Operational Budgeting
	· Business Turnarounds & Restructurings

	· Team Leadership & Collaboration
	· Organizational & Analytical Environment Design




Professional Experience & Career Contributions

Director-Operations

Compucredit – Wilkesboro, NC 
 2006 – Present
FORTUNE 100 Fastest Growing Company providing integrated credit and financial services with over 3,000 employees worldwide, serving the credit card, auto loan and retail micro-loan market for over 3 million underserved consumers with $3.4 billion in receivables.  

Selected to lead all aspects of operations and results with accountability for P&L, strategic direction & vision, customer/employee relations, new business development, competitive product positioning,  product quality, and financial/budget management for seven prime and sub-prime credit account portfolios.  Directed a 400 seat contact center, with 30 managers, portfolio of 220,000 consumer credit accounts.
· 
Led this Contact Center to Best in Class within 1 year 
by identifying and monitoring key performance metrics, building the organizational capabilities, leading to a 57% increase in assigned work, doubling the size of the workforce.

· Reduced annual expenses by $650K through developing and maintaining credit program awareness and content, integrating operational rhythms that transitioned culture to cohesive unit and integrated operations.


· Collaborated with both home office and local team members to develop communication strategies for new credit programs and processes. Introduced a new monitoring process to review program implementation and test increasing revenue while reducing delinquency.  Target improvement 5% - test resulted in 8% revenue increase, 10% delinquency reduction. 

· Refined recruiting process and candidate screening with Recruiters and Trainers, to identify, attract hire and retain the ‘right people’.  Cut new hire attrition from 120% to 62%, with annual operational savings in excess of $300,000.

Operations Manager-Authorizations
First American Home Buyers Protection Corp. - Odessa, TX 
 2004-2006

Second largest home warranty supplier to 1 million homeowners, providing reliable, innovative and affordable one-year service contracts, protecting home owners against the cost of unexpected repairs or replacements of major covered systems and appliance break down.
Selected to lead all aspects of operations and results with accountablity for P&L, strategic direction & vision, customer/employee relations, new business development. competitive product positioning,  product
 quality.  Directed Authorizations Department, with 5 managers and 80 agents, to 1 million homeowners with annual revenue valued at $160 million.
· 
Developed hiring plan based on projected growth, attrition, and coverage for 24-hour operations improving call abandon rate from over 10% to less than 3%.
· Lead a team that translated business needs into an overall integrated strategic plan for all aspects of the 250 seat call center, resulting in a 300% inbound call volume increase.
· Investigated and resolved errors in the authorization process.  Articulated the business needs and shared best business practices throughout the center leading to a 16% improvement in first call resolution. 



Senior Operations Manager
Conn Credit Corporation - Beaumont, TX 
 2002-2004

Conn's is a publicly owned corporation founded over 120 years ago, offering a full-range of products and services in nine markets through 76 locations in Texas, Louisiana, and Oklahoma.
Selected to lead all aspects of operations and results with accountability for P&L, strategic direction & vision, customer/employee relations, new business development. competitive product positioning,  product quality.  Profit and loss responsibility for a 250 seat contact center with $450 million in receivables. 

· 
Beat corporate goals in FY2004/2005 by an average of nearly 400 basis points.

· Developed credit initiatives and provided support to company sales, advertising and credit granting departments aimed at improving sales.
· Lead a team of recruiters and trainers that translated performance needs into an overall integrated strategic business plan.  Lowered the annualized employee turnover rate 33% from 120% to under 80% in first year.


Operations Manager, Sears Financial Services 
Sears Roebuck & Co. - Philadelphia, PA 
 1997-2002

FORTUNE 50 company with the largest private-label card in the U.S., with $18.4 billion in receivables to go with 25 million accounts.
Selected from outside the industry manager to turnaround all aspects of this Contact Center’s performance on portfolio of consumer credit accounts.  Directed a managerial staff of 30, 350 employees and a portfolio of 85,000 consumer credit accounts worth $200 million. 

· 
Identified and drove implementation of opportunities and changes resulting in call center moving from worst to first within 9 months (measured by roll rates and gross flow rate among 9 centers).
· Built a new and separate business from the ground up in 8 1/2 months.  Implemented process improvements and program awareness resulting in Best-In-Class organization out of 6 sites. 


Education / Certifications
· Masters of Science, Administration, Central Michigan University, Mt Pleasant, MI 
· Bachelor of Arts, Psychology, University of Tennessee, Knoxville, TN
· 
Dale Carnegie Course, Leadership and Business Management, Houston, TX & Charlotte, NC
· Professional in Human Resources, SHRM certification

· Six Sigma Green Belt certified
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�Meaningless branding.  Recommend using the title of job you're applying for a dash, and two subject matter expertises (see Session 6 for details on Personal Branding Statements). Saying you're a leader doesn't convince your reader that you're a leader - they are empty and overused words. You demonstrate leadership through accomplishments and employer value, and during the interview, not by just saying you're a leader.


�Summary sections don't work, branding you as a jack of all trades master of none. See Session 3 on Summary statements. If I break this down, you list about 25 key skills in the paragraph and bulletpoints. Instead, recommend killing the summary and key skills bullets, and expand at the end of your resume in a skills inventory (see Session 4 for details and templates).


�Good - listing your title first


�Improvements: Paragraphs don't work well in a resume (see Session 7 Bullets v Paragraphs).  By listing your job description and company description first - your next hiring manger isn't hiring your past company, and when you focus on your job description, you brand yourself as a commodity (the most important thing about me is that I met minimum requirements).  Kill these, and focus on Employer Value Statements as bullet points.


�Way over-bolded throughout the resume.  See Session 7 - Selective Bolding.


�So What? How much did this increase revenue?  Also, cut this bullet to two lines max.  See Employer Value Statements in Session 3.


�Good Employer Value statement. Improvement: cut it to two lines max.


�No periods for single phrases.


�Split this bullet into multiples - you're cramming too much into one bullet.  Two lines max. Also, So What?  How much did this increase revenues? Reduce costs? Improve profits?


�Good way to show translation of metrics to $ - Cut this to two lines max.


�Include fill contact info & address in page 2+ header.
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�So What?  How much did this increase revenues? Reduce costs? Improve profits?


�See comment 5


�What were the goals?  How much did this save the company?


�So What?  How much did this increase revenues? Reduce costs? Improve profits?
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�So What?  How much did this increase revenues? Reduce costs? Improve profits?


�Include dates


�Include skills inventory, 3 column format of 30-50  three word sound bytes.  See Session 4 for details and template.





