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Operations Professional 
A change agent who improves processes, streamlines procedures and successfully increases value 
and profit.  An operations professional with strong experience in home delivery service, supply chain, 
operations management, inventory control, warehousing, transportation, project management, 
customer service and new business integration.  Recognized for having keen business acumen, strong 
IT technical skills and the ability to effectively communicate with all levels of an organization. 

 
Process Driven 

• Project Management Professional (certification in process) 
• Six Sigma green belt trained. 

 
Customer Focused 

• Initiated and developed customer satisfaction surveys to report on and respond to the voice of 
the customer.    

• Defined and implemented CRM enhancements that improved communication and reduced 
processing time.  

 
Results Oriented 

• Defined inventory criteria, resulting in 3 times improvement in inventory turns. 
• Developed new account assimilation processes that improved new account retention by 20%. 

 
PROFESSIONAL EXPERIENCE 
 

HomeDirectUSA - Hillside, IL         1995 –  
An integrated logistics service provider that utilizes company-owned transportation systems, third party 
carriers, agent networks and other resources to provide value-added delivery services to top retail, 
catalog and e-commerce companies. 
 
Director, Exception and Risk Management 2006 –  
Manage all commercial insurance programs and direct the cargo loss and damage claims department 
in the prompt and equitable resolution of claims. 

• Negotiated a reduction in insurance premiums by $450,000 and deductible by 80% while 
improving protection. 

• Reviewed, standardized and improved the Product Receiving Process. 
• Analyzed claim data to identify trends and instituted programs that reduced claim cost. 
• Created vendor selection and monitoring process. 
• Initiated claims salvage program that reduced 6 month incurred claims costs by $95,000. 
• Identified Key Performance Indicators (KPI’s) and developed metrics to monitor service levels 

and productivity. 
• Created and implemented training programs that reduced transit claims by 10%. 
• Established operational procedures for a 61-location distribution network. 

Director, Claims and Account Analysis    2004 - 2006 
Directed a staff of 9.  Proactively identified root causes of loss or damage and implemented process 
improvements to reduce claims.   

• Reduced pending claim back log by 67% and average processing time by 50% with a 5% 
increase in volume. 

• Designed customized reporting processes for account damage trend analysis. 
• Established operational procedures for proper product handling. 
• Initiated “Claim Tip of the Week” to proactively communicate solutions to claims issues.  
• Reviewed all non standard contracts for acceptable terms and suggested alternative wording to 

reduce company retained risk to an acceptable level. 
 



 

 

 
Director, Business Integration   2000 - 2004 
Directed the smooth and efficient integration of new accounts.  Partnered with customers, the sales 
force and internal operations to develop, define and deliver logistics and warehousing solutions that 
satisfied customer specific requirements, reduced costs, improved service and enhanced operational 
effectiveness. 

• Established automatic price increase strategy for accounts. 
• Designed and implemented internet tools and training programs. 
• Developed and presented sales certification program for agent based sales training. 
• Created and implemented customer satisfaction survey. 

 
Director, Customer Care 1998 - 2000    
Directed the inside sales and customer service functions.  Responsible for sales in excess of $100 
million, budget in excess of $2 million and a staff of 25.  Coordinated value-added delivery services to 
insure high quality, error-free service. 

• Developed e-commerce process that reduced order entry time by 50%. 
• Designed and implemented service warranty program that increased customer satisfaction 

levels by 30%. 
 
Manager, Logistics Claims Services 1995 - 1998 
Managed the Claims Services Department.  Proactively reviewed service failures to reduce claims 
occurrences and expenses.  Managed a budget of $1.75 million and a staff of 5. 

• Developed system wide inventory management system, reducing inventory related claims by 
25%. 

• Reduced retained claims expenses by 20% and average claims processing time by 15%. 
• Developed a defect analysis process for key accounts, reducing damage claims by 10%. 

 
AAA PRESS SPECIALIST, INC – Arlington Heights, IL 1994 - 1995 
Inside Sales Manager 

• Created and implemented customer database resulting in 30% productivity improvement. 
 
US PRECISION GLASS – Elgin, IL 1993 - 1994 
Inside Sales Manager 

• Developed and implemented order entry and credit procedures. 
• Chaired cross functional selection committee for manufacturing computer system. 

 
AVERY DENNISON – Schaumburg, IL 1989 - 1993 
Customer Service Supervisor 

• Implemented performance standards and measures. 
• Pioneered Customer Partnering Process, designed to improve customer service and inventory 

turns. 
• Consolidated customer service operations, reducing operating costs by $100,000. 

 

EDUCATION 
 
National Louis University - Wheaton, IL        Bachelor of Arts - Applied Behavioral Science  
Chicago Deming Assoc. – Naperville, IL  Six Sigma Green Belt  
 

Professional Affiliations 
 

Certified Claims Professional Accreditation Council (CCPAC) 
Project Management Institute (PMI) 
International Institute of Business Analysis (IIBA) 
Association of Continuity Planners (ACP) 
Key wor ds to assis t you in positi on/resume search:   

Home deli ver y, white glove deli ver y, i n home deli ver y,  consumer deli ver y, inventor y management, cycle count,  inventor y contr ol, contract,  customer ser vice, cus tomer rel ati onships, warehouse management system, WM S, i nventor y manag ement system, IMS, P&L, budget, performance management, i nventor y adjus tment, inventor y rotation, i nventor y, Standar d Operating Procedures, SOP, matri x,  trai ning, performance leadership, labor sharing, budget, metrics, i nventor y metrics , P&L M anagement, profit and l oss manag ement,  suppl y chain oper ati ons , warehousi ng, customer r elations, conti nuous i mprovement, Associate development, perfor mance-based environment, urgency, per for mance measur ements , perfor mance metrics,  vari ance r evi ew, continuous  i mpr ovement,  quali ty control,  Si x Sig ma, TQM , team, high per for mance wor k team, Microsoft office, access, excel, word, outlook, Power Poi nt Visi o, anal ysis , busi ness anal ysis , del uxing, schedul ed deli ver y, i nventor y r econcili ation, performance metrics, risk manag ement,  
busi ness continuity, disaster  recovery, management, g eneral  manag er, operations manager,  contract speci fied perfor mance, high vol ume war ehousing, leadershi p,  communication, ver bal,  written, consumer industr y,  large consumer durables ,  William Sonoma, R estoration H ardware, Potter y Barn, Crate & Barr el, N ei man M arcus , Dillar d’s, American Expr ess, Cor ners tone, GSI, QVC, HSN , T empur Pedic, Selec t C omfort, C ostco, hig h perfor mance wor k teams, fur nitur e r epair, i nventor y shrinkage, elicitation, brai n s tor ming, evi dence based decision maki ng, technolog y, SQL, Cr ys tal R eports, data anal ysis, key performance indicators, KPI’s, profit center , LTL, T L, r ecei vi ng, shi ppi ng, distributi on, dis tribution center, warehouse, wor k cells , contract dri vers, IDOT , security, cargo clai ms, wor ker’s compensation, wor kers comp, WC, OSH A audit,   


