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 Established culture of accountability by analyzing variances and plan discrepancies, including causes.  Used 

information from analysis to reorganize departments and management structure to drive annual savings in excess 
of 5%. 

 Consistently achieved budgeted goals and informed management of expected variances (+/- 5%). 

 Effectively managed an increasingly expensive and unproductive call center vendor who was not meeting service 
level agreements (SLAs) by implementing changes to forecasting, scheduling, and gating, as well as negotiating 
more cost-effective contract.  

 
Director of Work Force Management (WFM) / Contact Center, 1999 – 2007 

     Supervised 6-person team that managed 300+ seat multi-location inbound call center (locations in Philippines, 
Texas, and New Jersey). 

     Worked with existing senior call center management to reorganize management structure and redefine role and 
responsibilities of customer service representatives (CSR), supervisors, and managers. 

     Cut per call costs 50% by conducting in-depth research of various outsourcing solutions that led to relocating call 
volume to Manila, Philippines. 

     Lowered client complaints 10% and improved SLA performance by 65% within 1 calendar year by implementing 
model to forecast call volume and determine subsequent staffing needs.  Boosted CSR productivity 40% and 
reduced average-speed-of-answer (ASA) by implementing tiered-gating strategy that routed additional call volume 
to under-utilized CSR’s. 

     Provided efficiencies for managing call center by creating new internal/external reports that tracked daily 
volumes, trends, and ASAs.   

PRUDENTIAL, Woodbridge, NJ 1998 – 1999 
Work Force Manager 

MERRILL LYNCH, Somerset, NJ 1995 – 1998 
Business Analyst/Work Force Analyst, 1996 – 1998 
Customer Service Representative, 1995 – 1996 
 

EDUCATION & CREDENTIALS 
 

BA Mathematics – RUTGERS UNIVERSITY, Piscataway NJ 
Treasurer & Founding Member Board of Directors – The Ellie Reynolds ALS Foundation, 2009 – 2015 

Member Board of Directors – Oldham County YMCA, 2017 to Present 

 




