Michael D. Thornton

2131 James Dr
Weatherford, TX  76087
682-300-1800

mike@michaelthornton.us



Qualifications:
Over 20 years of very successful experience in problem and opportunity identification, development and implementation of solutions and presentation of materials efficiently and persuasively to an audience.  Other demonstrated skills and knowledge include:

	· Strategy Planning/Execution
	· Diversified Clientele

	· Excellent Presentation Skills

· Leadership Skills

· Multitasking

· Compliance/Regulatory Issues

· Technical Issues and Problems
	· Senn Delany Unfreezing Corporate Culture Facilitator
· SalesForce
· Flexibility and Adaptability

· Team Concept and Knowledge

	· Knowledge of Call Center Telephony hardware and software

· Automated Time and Attendance Software (TCS)
	· Persuasive Speaker/Writer

· Organizational and Planning Abilities

· Interpersonal Skills

· Strong Computer Skills

	· MS Office Software (Word, Excel; PowerPoint, Access) through the Office 365 Release
	· Pro-Active Problem Solving

· Analytical Needs Assessment


Experience:      CVSHealth, Irving, TX







       2013 - Current


         Sr. Manager, Account Management

· Responsible for team of 30 Account Managers and 3 Mangers of Account Managers in support of a $10 billion client in the PBM division, including direct client contact regarding escalated issues, resolution of plan member issues, tracking and trending of issues.  Responsible for staff development, created of policies, procedures and workflows, and process improvements.
GameStop, Grapevine, TX 






           2011 – 2013

Director, Customer Service
· Responsibility for running of corporate customer service function for a $10 billion organization including:  (1)  Inbound call center for loyalty program, ecommerce orders, store escalations, and complaints/compliments, (2) oversight of outsourced call center,  (3) Point of Sale Help Desk and (4) Order Verification for e-commerce orders.  Responsible for budget preparation, development of policies and procedures, adherence to service expectations and goals, staff development, and execution of service goals.  Also responsible for analysis of data and trends to determine and recommend methods to increase efficiency and effectiveness of  and coordination with intra-company partners (including Store Operations, Merchandising, and Marketing) to ensure proper flow of information.
CVSHealth, Woonsocket, RI 





                        2008 – 2011

Director, Customer Relations 
· Responsibility for running of corporate call center for a Fortune 20 company, handling (1) escalations from stores and pharmacies and (2) all aspects of service for a large loyalty program. Oversight of daily call center operations for in house center and outsourced call center.  Responsible or budget preparation and execution.  Substantial coordination with intra-company partners (including Store Operations, Pharmacy Operations, and Marketing) to ensure proper flow of information; creation and development of personal and professional development plans for staff; development of staff engagement plan.
CVS/Caremark, Richardson, TX






           2005 – 2008
Manager, Customer Care
· Direct supervision of 11 Supervisors (exempt) and 200+ associates; indirect responsibility for entire site of 21 Supervisors (exempt) and 400+ associates in a multi-site, customer service/education environment; oversight and maintenance of daily call center operations, including supervision and measurement of center performance.

Caremark, San Antonio, TX






           2003 – 2005

Manager, CarePatterns Enrollment

· Responsible for the outreach program (telesales) of a Health Care Management program, including development and writing of policies and procedures, development and delivery of training, call forecasting and staffing, call scripting; development of goals and implementation of processes to meet the goals; reporting to corporate management on performance issues. Interfacing with other departments regarding business development, policies and procedures; budgeting; implementation of new client; client tours.

PacifiCare, San Antonio, TX






             2000-2003

Customer Service Operations Supervisor

· Responsible for all ACD call routing using the Aspect ACD system; scheduling of up to 300 agents; reporting of call center metrics to all levels of management, including data from workforce management, ACD system, customer contact database, and membership satisfaction database; supervision of a team of call center analysts; direct support of multiple teams of customer service agents; development and implementation of process and procedure improvements; project management.

BuyitNow, Inc., Tulsa, OK






             1998-2000

Customer Service Manager

Staples Direct, Tulsa, OK






             1997-1998

TeleSales Manager

United Video Satellite Group, Tulsa, OK




             1994-1997

     Call Center Assistant Manager

     Supervisor, Inbound Call Center

     Internal Account Representative

Moore & Van Allen, Durham, NC





             1989-1993


Harlow, Evans & London, P.A., Research Triangle Park, NC

Associate
Education:
Duke University School of Law, Durham, NC

J.D., 1989

Baylor University, Waco, TX

B.A., History and Sociology, with honors, 1984

REFERENCES:
Furnished upon request
