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( Customer Service Manager (
Accomplished and results driven professional recognized for professionalism, commitment to excellence, and demonstrated ability to communicate and working with senior management, associates, and customers. Has an excellent interpersonal skill, able to communicate and collaborate effectively with co-workers at all levels. Self-motivated and can work independently or in a team. 

Areas of key strengths include:
· Excellent Strategist - Provide advance solutions that boost productivity and efficiency across the organization. Quickly identify problem areas and implement effective solutions to meet goals. 
· Exceptional organizational skills - Consistently recognized by colleagues for exceptional talents in needs analysis and problem resolution in fast-paced environments. 

· Strong sense of responsibility - Solid professional standards; excellent track record of dependability. Maintain focus on achieving results while implementing business solutions to meet a diversity of needs. 
· Insightful and articulate - Excellent interpersonal/communication skills. Interacted with all levels from executives and administration personnel to customers and staff, covering all ends of the spectrum.
· Customer and Personal Service - Knowledgeable of principles and processes for providing customer and personal services including customer needs assessment, meeting quality standards for services, and evaluation of customer satisfaction.

	
	Professional Experience
	


	Remote Surveillance Security Office

RSS (Thorpe Enterprises) Atlanta, Ga                                                                                                                   June 2009 – Present

Remote Security Officer Remote Security Solutions (RSS) Thorpe Enterprises Provide remote security for clients throughout the USA. Provided video and audio surveillance reported any out of the ordinary activity at remote sites while observing in a command center. 

Regional Service Manager (North and South America/Asia Pacific): 
Network Equipment Technologies (NET) ( Fremont, CA                                                                    September 1986- November 2008 

	· Effectively developed Service relationships with NET partners in the Asia Pacific and Latin America Regions

· Provided Field Service readiness in the APLA Regions, and assured complete and total customer satisfaction within the Partners Service organization

· Planned and administered procedures and budgets as well as managed 3 Regional Managers and 25 NET partners

· Ensured steady maintenance revenue was achieved with a annual income of 1.5 Million in Service revenue
· Professionally supervised a staff of 16 direct reports and 40 indirect reports 

· Directed and coordinated the development and implementation of activities in production area(s) to meet production goals, quality, and cost objectives  

· Prioritized production schedules based on product introduction, equipment efficiency and materials supply

· Made budgetary recommendations regarding and at higher levels, controls, capital expenditures and direct/indirect labor

· Developed schedules and manpower requirements for assigned areas
· Selected, developed, and evaluated personnel to ensure the efficient operation of the function
· Managed the day to day activities of the Technical Assistance Center

	· Responsible for assuring all field personnel were Cisco certified.
· Managed Cisco software upgrades on VOIP products to assure little or no network interruptions

· Sat on Change control boards to map out outages to assure very little down time. Also alerted all parties of possible network interruptions

	· Negotiated Service maintenance contracts with N.E.T.’s Service clients
· 


	Production Control Scheduler:
GenRad ( Milpitas, CA                                                                                                                                    January 1981- September 1986

	· Efficiently planned production by scheduling from a master schedule of Final Systems

· Responsible for ordering parts from vendors to meet just-in-time production as well as kits to be pulled for the stock room to build test equipment that GenRad manufactured


	
	Education and Training
	


	High School Diploma: 
Overfelt High School ( San Jose, CA


                                                                                                1973 


Various Management Courses ( Network Equipment Technologies (NET) ( Fremont CA ( 1986-2008
ISO Training ( SGS Yardsley ( Atlanta, GA( 2001

Sales Training Seminars ( Network Equipment Technologies (NET) ( Ashburn, VA ( 1999

Patterns and Process of Leadership ( Contractor ( Bodega Bay, CA( 1992
Onken Managing Management Times ( Onken Management Training ( Chicago IL ( 1990
Teams Course ( Network Equipment Technologies (NET) ( Ashburn, VA ( 1990

Service Training Seminar ( Network Equipment Technologies (NET) ( Redwood City, CA ( 1989
Orchestrating Team Performance ( Network Equipment Technologies (NET) ( Ashburn, VA ( 1989
CPI Training ( Network Equipment Technologies (NET) ( Ashburn, VA ( 1988


Cisco Training ( Network Equipment Technologies (NET) ( Ashburn, VA ( 2003

	
	Key Accomplishments
	


Awarded Trip to Summit Club ( 1995

( For the successful implementation of the FSG network
Awarded ACE (Achievement, Contribution, and Excellence) ( 1990
( For managing the staging, implementation, and installation of 400-node FSG network

Received Excellence in Support Award ( 1989
( For managing the network coordination, staging, implementation and install of 125-node MCI network

