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Proven leadership to services based business - driving results by developing the connections between products, services, customers, employees, and stakeholders.  

· A proven manager and leader at multiple levels; possessing a strong and diverse technical background. I provide strategic leadership critical to company success. 
· Able to remove problems through workable solutions and deliver value added services to ensure consistent customer loyalty and satisfaction. 
· Mastery for developing strategic plans, communicating corporate vision and empowering staff to realize business objectives.

· I deliver results. I live for the challenge.
	
	Core Competencies
	


	· Strategic and Operational Management
	· Employee Training and Development

	· Budget Planning and Management 
	· Financial Performance Analysis 

	· Service Contract Development and Sales
	· Process Evaluation & Improvement

	· Customer Service and Loyalty
	· Field Service Management


	
	Professional Experience
	


Steris Corporation, Mentor, OH


 2007 – 2011
District Account Manager – Medical Capital Equipment 

Challenge:  Drive brand loyalty, revenue and gross profit via field service and installation team management.

Actions:  
Drove revenue growth in service contracts and billable service revenue growth and on time installations.  Achieve growth of gross margins and service contact base in a down economy.


Achieved enhanced customer satisfaction in both service and installation sectors. 


Developed a staff of 14 field service representatives. 

Results:


· I drove revenue growth of 7% year over year. 

· I negotiated new service agreements with key customers growing contract base by 5% year over year.
· I managed costs and delivered installations on time and on budget improving gross margins by 5% year over year.

· I developed two new field service representatives bringing them up to full speed quickly and effectively gaining the trust and satisfaction of assigned customers and winning new business.    
Sell Service Solutions, LLC, Thornton, CO 
 2004 - 2007
Owner & President
      Challenge:  Develop and deliver effective service solutions in the high tech electronics sector.

Actions:  
Delivered a ground breaking study of consumer interest’s and decision making in value added services to the Consumer Electronics Association. 


Developed and delivered an effective business plan for an innovative start-up, National Service Alliance, a national depot and field service delivery organization. 
Results:


· I provided the Consumer Electronics Association with leading indicators of core customer interests that were immediately actionable by its members.  
· I delivered a plan for focus and action enabling a new business to grow rapidly.  
Ultimate Electronics, Inc., Thornton, CO 

2002 - 2004

       

Vice President Service


Challenge:
As Vice President of parent company, reorganize and expand field and depot service operations. Provide effective customer service and meet financial goals as company doubled in size from $385M to $715M.

Actions:
Developed and implemented strategic plans for business development, service sales performance, and process improvement of the service division, including performance metrics, data collection, and reporting processes. 

Planned annual P&L budgets and forecasted capital expenditures to meet service division goals. 
Negotiated all service contracts, defining service level delivery, rates, products, parts acquisition and payment terms. 

Managed results of 200 employees in the service division and 20 employees in the customer service call center across 12 field service locations in 10 states, with accountability for hiring, training, and performance development
Results:


· I drove revenue growth of 15% annually. 

· I negotiated new service contracts with key vendors, increasing annual warranty revenues by 20%.

· I led cross-functional teams in sales, merchandising, and operations in a Six Sigma initiative to reduce returns and exchanges while improving customer loyalty and service.

Fast Trak Service (division of audio king, Inc.), Minneapolis, MN 1995 - 2002
       

Vice President – General Manager 


Challenge:
As Vice President, lead business development and financial growth strategies for largest independent service provider in Minnesota.

Actions::
Successfully directed multiple remote service operations located in three states.



Created a business plan for a wholly owned subsidiary and developed company policies for service processes, billing, customer service and technical training. 



Managed results of 70 employees in the service and custom home installation divisions, planning sales and managing results.


Results:


· I increased service revenues by 250% over seven years through strategic alliances with major manufacturers and multi-channel marketing campaigns.

· I achieved seven years of profitability in the division, impacted by a team building management style that drove dramatic service process improvements.

· I was recognized as “Manager of the Year”. 
	
	Professional Education & Development
	



Undergraduate - University of Minnesota, UNC, Normandale State Junior College


Services Executive Certification Program, University of Wisconsin, 1988 – 1992


Certified Service Manager, National Electronics Service Dealers Association, 1994


Certified Service Executive, National Association of Service Managers, 1996

Member, Association for Service Management International, 1999 – 2008

Member, National Electronics Service Dealers Association, 1990 – 2004


Chapter President / Past Member, National Association of Service Managers, 1992 – 1998
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