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Derek G. Brown

31 Spring Street ( Sudbury, MA 01776 ( 617-750-5171 ( dbro8@hotmail.com

A highly accomplished Customer Support and Client Services Director skilled in complex Web-based

initiatives and in-house strategies.
Summary of Qualifications

· Over 10 years' experience at levels of increasing responsibility for developing client services and customer and product support. 

· Extremely adept at merging technology with management and future growth of

both people and policies.

· Analytical and systematic with meaningful ability to analyze client needs, troubleshoot problems, and execute effective solutions.

· Constantly seeking best method to maximize client efficiency to fit with company goals

Professional Experience

Ziggs, Inc, Boston, MA
 





10/04 - Present

Ziggs is an industry leader in the professional networking space offering users the ability to create their own online “presence” and create groups of their “people” in order to more efficiently interact and communicate with them over the web.

Director of Client Services       
                                                                                           10/04 - Present

· Promoted to Director, Client Services to manage the company’s growing Business Development need.

· Implemented and maintain key partnerships with such companies as Starbucks and Amazon.com to create a business opportunity that produces revenue for Ziggs, brand placement for our partners, and ease of use for our users.

· Ziggs targeted January 22nd, 2007 as our re-launch date for our website and each of my targeted projects was included to full scope.

· These included our partnership programs, all on-site advertising, and the addition and customization of a new online help center from Right Now Technologies.

· Research new Business Development opportunities and work with new partners to establish if there is a potential for a partnership at Ziggs, I.E. – Onsite advertising and sponsorship.

· Maintained all responsibilities listed as the Director of Customer Relations below.



Director of Customer Relations





10/04 -1/07
· Hired to design and implement a Customer Service department including all facets of customer facing initiatives for a start-up search engine. 

· As a one man team, overhauled the back-end management system to better manage and understand our users by:

· Creating a more streamlined reporting capability within our homegrown system

· Adding contact points throughout the website enabling users to contact us in a more efficient and manageable way
· Developed a tight relationship with other departments at Ziggs, development, marketing, and design that enable me to effectively manage projects targeted for specific release dates and scope.
· On a daily basis, utilize skills interpreting complex technology products and services and explaining the use to a sometimes non-technically savvy audience.
· Instituted an affiliate marketing relationship with Amazon.com and other vendors to establish different revenue streams for Ziggs, which led to a more involved partnership with Amazon.
Koster Insurance, Quincy, MA






1/04- 10/04
Koster Insurance Agency is an independent niche insurance company catering their business to insurance programs and plans to Colleges and Universities






Account Executive

· Through on-campus seminars, presentations, and cold calling, built a sales portfolio to increase Koster’s penetration in a very competitive industry.   

· Created RFPs and supporting documentation for prospects and potential clients to fit within the long sales cycle that this particular industry possesses (at least 6-8 months).

· Created service plans in conjunction with a dedicated support team for each new client
E.W. Wood Inc., Wayland, MA





10/02-1/04

E.W. Wood is a full scale high end landscape design and construction company that at the time of my hire did not have a business manager to run the day-to-day operations such as financials, payroll, customer satisfaction surveys, scheduling, tax preparation, etc.

Operations Manager 

· Manage the day-to-day operations of the company overseeing all business functions.

Including but not limited to, customer relations, payroll, billing, equipment maintenance and writing of estimates and proposals.

· Ensure increasing levels of customer satisfaction through the implementation of surveys and project guidelines 
· Worked with the laborers and equipment operators to create a better working environment through job satisfaction questionnaires.
· Prepared the financial documentation and necessary forms for tax filing with Quickbooks.
Learning Network, (Formerly Family Education Network), Boston, MA 

10/97 – 3/02

FamilyEducation Network (FEN) emerged as an original “Internet” company in 1995.  Their goal was to create a website where parents could learn about trends in the education world and educators could create classroom, school and district wide websites of their own utilizing FEN’s online tools.

Director, Customer Support (12/01 – 3/02)

· Managed customer service procedures and 11 customer service representatives for network comprising over 200,000 educational organizations and individual users

· Utilized our email system (Outlook) and our internal phone system to track CSR’s daily activity and overall performance

· Coordinated scheduling and training methods for ongoing efficiency and trends in the education industry as well as the customer service industry

· Implemented the RightNow Web knowledge-based customer center to increase CSRs performance and efficiency supporting our user base. 

· Analyzed data to create new initiatives and product enhancements improving customer retention and growth.

· Worked very closely with Marketing, Product Development and Information Technology to tie all aspects of customer behavior into overall business plan.

· Streamlined personnel policies and issues through development of recruitment and hiring programs.

· Executed company’s customer service and satisfaction models by utilizing effective communication skills developed in fast-paced work atmosphere.

· Pearson LLC purchased FamilyEducation Network in 2000. Our department was downsized effecting layoffs and morale and mentoring and personal coaching was necessary to maintain performance of the remaining CSRs.

Product Support Manager (3/99 – 12/01)
· Designed and launched on-line customer registration system in effort to advance company’s technological goals and capture customer information at first point of contact.

· Began organization of a Customer Service department to support our new individual user base; teachers who could now create their own classroom websites.

· Collaborated with product developers, connecting network registration system to company’s Customer Relations Management System (ONYX) to solve lingering customer service deficiencies.

· Provided data and analyses about customer behavior and issues to supervisors

Account Manager (3/98 – 7/99)
· Directly responsible for 6 account-coordinators each managing over 100 accounts in daily administration of sales and support duties.

· Authored and incorporated into company literature new training materials, Web site building applications, time study manuals and production reports.

· Honed skills as an effective leader in web-based products for a user base that was not yet web savvy.

Community Involvement Developer (10/97 – 3/98)
· Managed 100-school and district wide accounts nationwide, lending guidance on Web site design, maintenance, training, and local marketing techniques to a non-technically advanced user base.

· Gathered customer feedback and consulted with product team to enhance Web building applications for network members.

EF Education, Au Pair Division, Cambridge, MA


                                6/95 – 10/97

Flights Manager (10/96 – 10/97)

Operations Coordinator (6/95 – 10/96)
Education 

Boston College, School of Arts & Sciences, Chestnut Hill, MA

Bachelor of Arts, Communications, May 1994

 Computer Skills

Microsoft Office, Lotus Notes, Internet, HTML, ONYX CRM Software, RightNow Web online Support Platform, Search Engine Marketing, Affiliate Marketing, 

Associations

Member, Association of Support Professionals

References Provided Upon Request

