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	Customer focused Marketing
AND Operations professional
Known as a confident, flexible and driven leader who consistently provides innovative approaches for business growth, product strategies, and customer focused excellence. Highly adept at organizing and prioritizing business objectives.
	MBA degreed • Strategic turnaround management • Customer relations leader • Revenue optimization • Operations management • Market analysis • Product development • Technology implementation • Process improvement • Project leadership • Team builder • Creative problem resolution 


Professional Experience

Small Initiatives, Inc., Consulting partnership
Knoxville, TN and st. paul, MN
Principal, 2007-current

Develop customer relationships and identify project opportunities. Provide organizational and operations analysis for turnaround, merger, technology, growth, and service strategies.
· Identified process improvements in systems, accounting, operations, and sales, led transition to a web-based management system, through agency acquisition and merger for an independent insurance agency.
· Identified $500,000 cash flow deficiencies in return credits between distributors and drug manufacturers within first week for a pharmaceutical returns company.
· Negotiated reseller contracts for services to Fortune 500 companies, designed corporate infrastructure with CFO consultant and streamlined 12-month business objectives for global teleconferencing company.
· Mapped sales strategies by identifying innovative changes in customer operations, sales development, technology, organizational management, and marketing for global consulting firm seeking US market entry.
UT Federal Credit Union, $171 million financial institution
Knoxville, TN

Vice President, Operations, 2006-2007
Developed and implemented new strategic and tactical blueprint for growth in Sales, Operations, Marketing, and Technology departments.  Managed changes to customer experience/support delivery channels, including call center and facilities, with technology, operations, marketing, and finance resulting in 6% growth for first year of implementation.
· Identified and implemented new product/service business plans representing over $10 million in new revenue for first year launch, including online business banking and commercial account acquisition.

· Established sales and revenue benchmarks for retail and call center representing total growth potential of $21 million.
· Managed creative redesign and implementation of credit union Web site, branding campaign, and marketing content.
Level5, LLC, Design/build firm for financial institutions
Atlanta, GA

Director, Business Development, 2005-2006
Identified and managed new/existing customer relationships. Analyzed customer operations in organization and process design. Presented conclusions from on-site interviews, market analysis and SWOT assessments of facility and workflow strategies to C-level executives and boards.

· Delivered contracts exceeding $3 million in first four months, including full organizational redesign for major bank.
· Structured, negotiated, and closed sales proposals with executive team for $20 million in annual sales revenue.
Jack Henry & Associates, Inc., Financial services software company
Allen, TX 
Business Analyst II, 2002-2005

Responsible for software implementation and QA testing. Coordinated internal/external customer project review and on-site installation and training. Point of contact for transaction workflow improvements and software integration.  
InterCall, Global Conferencing Company
Allen, TX 

National Account Manager, 2001-2002

Identified new business opportunities with Fortune 500 companies and managed customer relationships. Customer list included Dell, American Airlines, JC Penney, and EDS software.
Teachers Credit Union, $1.7 billion financial institution
South Bend, IN


Regional Market Executive, Indianapolis Metro, 1999-2001
Developed and implemented revitalization strategies for $350 million market with 13 direct management reports. Directed regional revenue growth, employee performance, new products, and service channels.  
· Led regional implementation of first CRM system project for cross-sell and profitability management with XP Systems. 

· Established sales strategies resulting in 12% growth in new customers and $35 million in asset growth over 18 months. Included new debit card rebate program which increased exchange fee income by more than 25%. 

· Developed and implemented regional employee incentive programs, customer promotions, team building and sales/service improvements. 
ICUL Services Corporation, Credit union trade association
Indianapolis, IN

Senior Division Officer, 1994-1999
Managed research, development and implementation of transaction service and system-critical conversion projects. National operations liaison for transaction workflow improvement, marketing, and business development strategies. 
· Led single-day conversion of 16 data processors onto new shared branching transaction processing switch for 46 clients. 
· Reduced monthly customer transaction costs 35% and increased customer base by 40% in 18 months to become largest transaction volume network owner.
Community Service
· Indiana Salvation Army Advisory Board member. 

· Founding board member of the Central Indiana board of Academy of Finance. 

· Founding board member for the Heart House of Dallas, providing after-school care for underprivileged children.

Education

· MBA, Kennesaw State University, Kennesaw, GA
· BBA in Accounting, University of West Georgia, Carrollton, GA 
· Graduate, Wachovia Management Program, Atlanta, GA
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