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SERVICE CENTER

OPERATIONS MANAGEMENT
Experience Profile

Stan has managed large implementation teams and held responsibility for over 120 direct reports; served five Fortune 500 companies with annual budgets exceeding $10 million; managed global consulting services; created savings of over $2 million annually through delivery of efficient telecommunications services; and substantially improved overall customer service. He has erved as the management representative for the installation of   T.Q.M. (Total Quality Management) and Six Sigma programs improving organization efficiency and customer service.  Stan has also held numerous leadership positions and responsibility for corporate customer service, system planning, system integration, purchasing, installing and managing voice and data networks, and sales and account management.  
Areas of Expertise


- Team Leadership


- Technical/Operation Team Management



- Customer Service


- Problem Analyst/Solving




- Planning/Organizing

- System Integration


- Project Management

- Vendor Management



- Analytical Skills 


- Goal Setting



- Interpersonal Skills

- Staff Management

WORK EXPERIENCE
Customer Service – Bell South 





2000 – 2006
Manager, Residential Repair Center (RRC), Business Repair Center (BRC) – The RRC Center’s, handling over 4,000,000 repair calls annually. serving over 15,000,000 customers
· Responsible for the day to day management of 25 Customer Service Assistances (CSA) in BellSouth’s Macon, Georgia Regional Repair Center.

· Improved the performance of the CSA group resulting in improving its ranking from last place within the region to 13th of 29 teams.

· Created objectives, mentored and coached numerous direct reports resulting in improved performance of team members and successfully passing the management assessment test.

· Managed the 15 member Repair Center (RRC) Executive Escalations Group (EEG) for over a year and facilitated its relocation to Atlanta, GA.
· Identified and lead improvements to the RRC/EEG group, resulting in improved responsiveness to the customer needs and meeting or exceeding company expectations.
· Developed interface with BellSouth Customer Care group resulting in improved installation of high capacity services for all customers.
· Improved BellSouth project group customer interface skills by 80% and removed the backlog of over 1000 orders.
· Served as primary customer interface agent during the installation of Bellsouth high capacity services.
· Managed a team of 17 testing technicians responsible for the installation of services and the tracking of critical order dates.

· Responsible for the project activities resulting in the implementation of over 1000 data and voice circuits and new communications services at the new Atlanta Midtown 1 complex. 

· Lead coordinator with Corporate Transport to develop and manage the project team involved in transitioning all staff and services from 100 Perimeter Place to Midtown, Atlanta, Georgia.
· Developed daily reports to enhance BRC (Business Repair Center) manager’s overview of all daily orders and current status.

· Lead changes within the Customer Project Group, resulting in the “Customers and Internal Group” rating improvement from poor to outstanding.
· Responsible for departmental interface with other groups and vendors for the successful installation of customer desired services, escalation of problem resolution of installation of services.
State of Georgia







1995-2000
DOAS District Manager – DOAS - Department of Administrative Services   
· As District Manager, responsible for over $6 million of annual revenue with primary responsibility to assist the internal State, County and City customers in the planning, design, implementation, repair and/or installation of new voice/data telecommunication services. 

· Lead the customer in the resolution of billing and service issues when normal channels are not able to resolve the issues.
· Implemented key organization and administrative changes improving the delivery of services.
· Responsible for day to day operation of facility 7 story supporting 120 employees and customers.

· Worked with customers to resolve problems with licensing across 33 licensing boards.

· Responsible for innovation in service delivery and repair procedures that provided tracking of all service and billing issues through automation of services.

· Lead the development and management of a computer based service order and tracking system in Milledgeville, Georgia and multiple District offices to insure uniform delivery of requested services and timely repairs/replacement of customer reported impaired equipment.  

Employment 








1962 – 1994
The Coca-Cola Company, Atlanta, Georgia




1991-1994

Manager Support Services

Sprint Communications Company, Atlanta, Ga.

    
     
      1989-1991

Manager Product Demonstrations

First National Bank of Atlanta / Wachovia, Atlanta, Ga.

      
       1984-1989

Manager Georgia Communications 

Lockheed-Georgia Company,  Marietta, Ga.



            1984-1984

Senior Communications Manager
A. D. P.  (Automatic Data Processing), Roseland, NJ. 

            1978-1984

Manager Corp. Communications Planning




A.T. &T. Long Lines, Georgia, Ohio & Michigan


           1962-1978

Special Awards

· Bellsouth - Received the 2002 Presidential Award for Customer Service.


Certification and Training
· TQM Total Quality Management Program Management and Installation at Wachovia.
· Six Sigma Overview and Installation and Maintenance at BellSouth. 
· Project Management by PMI for the State of Georgia.

· Formal training within A. T. & T.,  The Coca-Cola Company, Bell South and Wachovia, including:

· Management, 
· Sales, 
· Sales Management, 
· Technical, 
· Engineering of Voice and Data Networks
· Customer Service, 
· Time Management by Day-Timer and Understanding Personal Behavior and 
· Behavioral Diversity
· Seven Habits of Highly Effective People by the Covey Leadership Center 
· Seven Habits Organizer by the Covey Leadership Center and Time and Management (Franklin Planner) by Franklin Covey.
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706-444-6102 Home


478-451-7777 Cell


Email  CStan@Alltel.net





372 Lakewood Drive


Sparta, Georgia 


31087








Email CStan@Alltel.net
Telephone 478 451 7777
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