Cary Gillespie 
Mobile Phone: 602-882-4671 
cary_gillespie@yahoo.com 

Executive Summary A seasoned team-oriented business executive, with a highly successful track record in both start-up and turnaround situations. More than 15 years of progressive experience in all phases of Call Center Operations, and Project Management, with particular strength in process implementation. Recognized for exceptional organization building skills, successful system conversions as well as the ability to motivate others on all levels in the achievement of individual and organizational goals.

 Business Process Re-engineering,  Project Management,  Process Development, 
 Feasibility Analysis/Projections,  Crisis Resolution,  Budgeting,  Call Center Management,   Start-up Management,  Systems Conversion.

 Work History 
November 2007 - Current Salestactix   Mesa, AZ

General Manager
Responsible for the operational success of the company, including P&L, HR, and daily operation of a 23 seat call center. Working directly for the owner I was responsible for managing client expectations and satisfaction, as well as employee production. I was able to increase the expected daily production within the call center by more than 30% year over year. 

-Implemented new quality assurance initiatives that increased both our client retention, as well as assisted with new client acquisition. 
-Reduced company exposure to loss on hiring and training through a comprehensive new pay structure.
-Implemented new processes and procedures that increased efficiencies and improved internal reporting accuracy.
-Set new records for daily and monthly production.
Maintained verbal and written client communication with over 50 client companies.

September 2005 - October 2007 EMD  Tempe, AZ 

Call Center Director 
Responsible for all aspects of the company's performance including HR and P&L responsibilities. I was responsible for direct oversight of all departments, including Customer Service, Sales, Call Center, Tech-Support, and Installation. I was able to double Call Center appointment production within 45 days, which resulted in an equal increase in sales revenue. 
Implemented an aggressive hiring strategy to increase both the marketing team and the sales force.

-Increased efficiencies within Customer Service through use of a call log and customer tracking spreadsheet.
-Restructured reporting from all departments to improve inventory control, sales tracking, call tracking, and customer service resolutions. 
-Assisted with a complete update and overhaul of server set up and associated software.           -Created an out of state sales team to increase market size and increase market penetration. Created new Call Center training materials to improve customer response and increase appointment generation.

February 2005 - September 2005 N. P. M. G. Phoenix, AZ 

Director of Merchant Tele-services 
Responsible for all aspects of lead generation and new customer acquisition. While helping the company achieve record sales within the first quarter, I was able to increase the Call Center efficiencies; as well as implement new Quality Control standards. 

-Increased the weekly sales by 45% generating an average of 185,000.00 plus in revenue. -Increased accountability by implementing new reporting procedures and better tracking methods. 
-Assisted in the planning and implementation of an entire knew database mainframe and Sales Logix software. 
-Assisted in the planning and preparation for an expansion of the current call center up to 120 seats. 
-Created a QC department and set the policy and procedures in place to ensure its growth and success. 
-Identified prepared and promoted several employees into both Supervisory and Outside Sales positions within the company. 

January 2001 - January 2005 ILX Resorts Inc. Phoenix, AZ 

Director of Marketing
Responsible for all aspects of Direct Marketing for the Arizona, California and Nevada markets, driving consumers to several Resort destinations. Developed Marketing strategies and products working from cradle to grave on print, counter, and mail pieces as well as direct oversight of the Phoenix based call centers. 

-Effectively combined operations and reduced costs while improving efficiencies by over 25%. 
-Initiated and maintained advertising and Direct Marketing campaigns that resulted in sales in excess of 3 Million over 3 years.
-Initiated and assisted in creation and implementation of company policies and procedures to conform to the new National DNC requirements. 

August 1999 - January 2001 The Autom Company Phoenix, AZ 

Director of Tele-Marketing 
Responsible for a staff of over 75 employees, which included two Department Managers and 11 Supervisors. Accountable for daily operations and ongoing motivation of a customer service, and a sales force that reached 20 Million-dollars in revenue. 

-Successfully reorganized an organization that had remained static for a 2-year period.      -Through various management techniques and styles that motivated employees, improved sales and customer retention while increasing sales staff by 100%. 
-Negotiated telephony contracts including new Nortel Switch software upgrades to enhance call center performance and data collection.                                                                        -Created budgeting and forecasted for staffing, sales, call volumes, and salary, planning an increase in yearly revenue from $20 million a year to a proposed $80 million a year over five years. 
-Utilized statistical data to forecast call volumes by month and day, to improve on work force management and staffing levels for both the Inbound customer service and Outbound sales divisions. 
-Coordinated implementation and conversion of a new order entry system, which involved a capital investment of $500,000 and has realized an 18% increase in revenue year to date, year over year.
-Successfully directed Inbound and Outbound call center operations to achieve a 35% growth in booked orders year over year and increase customer retention. 

March 1998 - August1999 Direct Marketing Services Scottsdale, AZ 

Project Manager/Account Executive 
Responsible for day-to-day production results for multiple fortune 500 companies attaining required goals as well as developing new and groundbreaking campaigns. 

-Successfully administered a portfolio of clients with net revenue generation of $1 million quarterly for organizations including B of A, Texaco, Shell, Exxon, Sprint, and Nextel.                                                                                                                                                                      -Orchestrated successful program start-up for 7 ongoing clients including script development, staffing, training manual creation, system implementation, report creation, and program accountability.
-Created multiple training programs for new system and new product launches.                                    -Responsible for the overall success of each campaign and providing strategic direction to improve productivity to clients. 

September1997- March 1998 Direct Marketing Services Scottsdale, AZ 

Floor/Call Center Manager 
-Thoroughly familiar with predictive dialers and their use in a call center environment.                        -Responsible for six Supervisors and seventy-two phone Representatives. 
-Responsible for sales and collection's project goals on all active projects, up to eight projects daily. 
-Responsible for ongoing tracking and reporting of all call center projects at the Mesa facility.                                                                                                                                                  -Provided ongoing development for both Supervisors and Phone Representatives.                            -Maintain all quality standards on projects through monitoring and continuos coaching and counseling. 
-Human Resources responsibilities that included all facets of employment.. 
-Worked directly with senior management on strategic internal policies and operating procedures.

 Representative List of Programs 
Telecommunications, Credit Card Acquisition, Home Services, Credit Card Services,
2nd Mortgage Acquisition, Credit Card Collections, Sales Customer Service, Business Cellular Packages, Appointment Setting.


Military United States Navy-4 years active duty 2 years active Reserve
Honorable Discharge from all service 1991. 

Personal 
Enjoy all outdoor activities, all forms of sport and fly-fishing. Assistant coach for peewee Roller Hockey. Available for required travel within the U.S. and abroad. Undeterred by the most arduous conditions.

