	Gerald B. Wilcox (Brad)

	1112 E Buddlea Drive ( Sandy, Utah ( 84094

	Home: 801-576-0123 – Cell: 801-403-5163
GBwilcox@hotmail.com

	QUALIFICATIONS

	More than ten years of management experience, developing annual operating plans and budgets, providing hands on management of operations, marketing, human resources, data processing and facilities. Demonstrated ability in problem solving, employee engagement, employee performance and building motivated teams in dynamic environments. Knows what it takes, and dives in to make it happen.

	CAREER SKILLS/KNOWLEDGE



	· Facilitator/leadership skills

· Staff development/productivity growth

· Client development/retention

· Cold-calling/telemarketing

· Competitive maneuvering

· Presentations/demonstrations
· Closing/contract negotiations

· Operations/service/quality control

· Strong Analytical and Reporting skills
	· Group presentations

· Team building/training

· Advanced knowledge of Word, Excel, PowerPoint, Access, Project, Visio
· Customer service/direct sales

· Strong Financial Management and Accounting skills.

· Strong Computer, Internet and Networking knowledge



	CAREER ACHIEVEMENTS

· As a Senior Business Manager for a major online service provider, played a leadership role in growing customer retention from an initial 4% to the 20% goal within three months of implementation.

· Overcame strong economical constraints and grew sales program for a major online service provider from $400,000 annually to $4 Million annually, meeting and exceeding all budgetary and profitability metrics. 
· Promoted to Senior Business Manager after running a successful operations group of more then 200 employees where all key performance metrics were met or exceeded and costs declines for three concurrent years.
· Implemented three successful process improvement teams focusing on first call/email resolution and reduction in costs.  Resulted in improvement of 1-call resolution metric from 23% to 58%, and reduced costs of 17%.
· Played key role in company wide project improvement teams showing strong improvement in company-wide employee attrition achieved through a supervisor enhancement training and improved employee communication through the implementation of a corporate Intranet.
· Recognized for development of a recruiting plan for a major software company account, that sought entry-level employees seeking MCSE help and certification.  Resulted in staffing key management team with increased tenure and a 45% drop in overall attrition. 
· Demonstrated leadership in effectively training sales and management candidates, resulting in a high rate of internal promotions.

· Recognized for excellence for Customer Satisfaction and driving high customer satisfaction scores within the accounts group.

	 
Continued

	CAREER EXPERIENCE

Convergys Corporation, Salt Lake City, Utah 1991 - 2002
Convergys Corporation is the leading outsourcing for telephone solutions in the world, providing customer service, technical support, business to business, employee care and billing to major Fortune 500 companies throughout the world.
Senior Business Manager (1998 – 2002)
Managed the day to day business of customer support groups ranging from 18 to 200 employees for clients such as Microsoft, Verizon Wireless Inc., Sony Online Entertainment, Kraft Foods and WebTV.  Included full responsibilities for department goals and metrics including but not limited to; operational and financial reporting, staffing, leadership, employee development, client interaction and contracts, P&L, Budgeting and Forecasting.
Operations Manager (1992 – 1998)
Directed the day to day operations of the Microsoft Certification programs in relation to customer support, fulfillment, and reporting.  Worked to achieve all key performance metrics in regards to customer satisfaction, employee satisfaction and client goals and benchmarks.
Team Supervisor (1991)
Functioned as a team supervisor for and second tier escalation point for group of 20 technical support engineers providing support on laptops and peripherals for Motorola, Inc.
Customer Support Professional (1991)
Answered phone calls selling long distance service and later providing technical support on laptop and laptop peripherals.
Education
University of Phoenix 
Masters of Business Administration – Current   (Planned Graduation 1/2003)

University of Phoenix 
Bachelor of Science in Business Administration – (1996)

Other various classes and seminars on business consulting, time management, leadership and Continuous Improvement.
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