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H. Lamar Heller

(405) 315-2127
Lamar.Heller@lamarheller.com

www.lamarheller.com
 CIO / Senior IT Manager
Leadership / Team Building / Strengthen Departments / Call Center Technology
Results-driven entrepreneurial senior manager with over 20 years experience as a C-level, senior manager, or senior project manager with experience in telecommunications, financial services, outsourcing, insurance, healthcare, and call centers including infrastructure, application management and development, change management, and systems, business, and process reengineering.  He has demonstrated ability to work with senior management, technical staff, operational managers, and end users to prioritize and evaluate needs and ensure successful technological solutions are achieved.  He continues to develop and implement tactical strategies and plans for technology to achieve advantages over competition and improve the overall business.   

Professional Experience

FlexC3, LLC; Edmond, OK and Chicago, IL

(Company offering small business and contact center consulting and hosted services)

CEO
October 2005 to Current

Founded and manages a company that is currently developing a hosted call center application in conjunction with Oracle and Avaya.  

· Designed and currently managing the development of the hosted call center application

· Created strategic and business plan, along with supporting financial information and presented to investors.  Currently in the process of getting final funding.

· Managing consulting projects while getting the company’s main product completed, including a large project with GE.
Dobson Communications; Oklahoma City, OK

(Dobson Communications is a wireless company that operates under the Cellular One Brand in most markets and Dobson Cellular in some other limited areas)

IT Mgr – Internet, Middleware, Call Center, and POS Systems
July 2004 to October 2005
Responsible for day to day administration of internet, POS, call center systems, and middleware systems, rollout of new internet ecommerce site for two different brands, bringing POS systems in-house, and design, development, and rollout of new middleware interfaces.  Participate as part of the IT Senior Management team.

· Managed the development and rollout of a full ecommerce site built in J2EE and XML, including backend connectivity to handle credit card processing, credit checks, and order fulfillment.  This rollout exceeded executive and board of directors’ expectations by over 20%.
· Insured site was built in a way to allow ease of future enhancements and ease of day to day management of content.

· Designed, developed, and implemented a middleware system that has grown to handle over 250,000 transactions per day and over two million dollars in value a month.  It currently handles over 150 API’s and is growing.

· Currently managing the transition to internal from an external vendor of an object oriented 3 tier point of sales system.
· Build a complete team to support, maintain, and enhance the POS system, while reducing annual maintenance and support costs by over $1.5 million a year.  

· Managed several large enhancements to the point of sales system.

· Supported both the corporate website, as well as websites during acquisitions and mergers.
CCC Interactive, Inc; Houston, TX

(CCI is a 450 seat Telemarketing and Customer Service Call Center Outsourcer that was started by Enron and sells outsourced call center services to MBNA, Reliant, and Intergy.  CCCI supports businesses within the utility, financial services, emergency services, telecommunications, and vacation industries.)
Interim CIO (Short Term Contract)
April 2004 to July 2004
Served as interim CIO at CCC Interactive (CCCI). 
· Implemented project management methodology and improved the quality of service to the customer. 
· Responsible for insuring that all future projects were rolled out within the timeline and budget identified and that they met the business needs of both the internal customer and the client.   
· Developed strategic technology blueprint to meet the growth expectations of the executives.  
· Identified where the technology weaknesses were and developed a long-term plan toward a stronger architecture and platform to support growth.

ChaseCom, LP; Houston, TX


(ChaseCom, co-founded and funded by SBC, is an outsourcer for telemarketing and customer service, as well as help desk with revenue of $54MM.  During his tenure at the Company, it grew from 300 seats to 1000 seats, supporting close to 2000 agents.  He managed a staff of 28 people.)

CIO
March 2002 to April 2004

Responsible for project planning, development, and implementation, strategic planning, vendor interface and management, contract administration, complete P&L responsibility and marketing of TPV services.  

· Managed an IVR system implementation, from discovery to production support and rollout, capable of handling one million incoming calls per month to provide new capacity required, including integration of full speech recognition to allow more user-friendly operation.

· Managed, modified, and upgraded Oracle Financials and Oracle HR.

· Six Sigma projects.

· Managed the integration of offshore call center and technology in India and Chile, as well as worked with offshore IT staff to reduce costs.

· Reduced turn around time of scripts rollout 75% by reengineering full life cycle processes to include Kick off and requirements meetings in systems design meetings.

· Increased client satisfaction with new user acceptance testing procedures.

· Reengineered management of predictive dialer, decreasing downtime for outbound operations.

· Implemented Siebel offsite to allow one script across multiple locations

· Established project management office to increase quality of projects delivered to internal and external clients.

· Reduced capital outlay for infrastructure, development, and applications by working with existing IT departments at offshore locations, as well as a domestic ASP to deliver quality service.

· Integrated infrastructure, including network, telecom, and servers, into the centralized data center.

· Modified existing applications, migrating to .Net to improve throughput accuracy to our client by 95%.

· Designed, implemented, and rolled out new .Net based applications. Redesigned Web site.

TL Virtual Designs; Pensacola, FL
(Internet and Web Design Company)


 

Senior Project Manager
(Short term consulting assignment)          November 2001 to March 2002

Managed all aspects of web design and development for clients and was technical consultant for web designers and developers on several web projects.  

· Improved web site designs increasing hits by over 80%.
· Increased functionality by adding member sign in and backend RDMS database using Java/J2EE, Perl, PHP, Unix Shell, thus increasing revenue and return visits.

· Directed the design or redesign of multiple web sites to improve functionality using HTML, J2EE, Java Beans, Java Servlets integrated with relational databases.

BusinessEdge Solutions, Inc.; East Brunswick, NJ


 

(BusinessEdge Solutions is a privately owned project management consulting company (owned by 4 partners with 850 consultants))
Senior Call Center Project Manager - Sovereign Bank; Reading, PA  
April 2001 to November 2001

Senior Project Manager – Prudential, Inc; Newark, NJ
          November 1999 to April 2001

Worked with Client management, users, and IT staff to evaluate needs, reengineer processes, and define projects to bring successful technological solutions to the client’s business needs.   Managed client personnel and vendor consultants to provide forecasts, budgets, and full life cycle project management.

· Built complete business and system requirements through analysis and discovery, JAD sessions, for Clarify CRM application implementation to integrate customers across the entire organization, instead of in silos by products and services provided, with a focus on life insurance, property and causality insurance, and mutual funds.

· Redesigned existing voice network and interactive voice response (IVR) systems to successfully exceed the initial goal to decrease calls over fifteen percent. Provided minimum annual savings of $450,000 for both the life insurance and property and causality insurance groups.  

· Designed Website to improve hits and performance.

· Completed full human factors evaluation and testing with end users for both the IVR and website.

· Improved Call Center efficiency by standardizing and integrating processes across newly merged call center company.

· Provided gap analysis to plan virtual call center, reducing costs across all call centers.

· Implemented Computer Telephony Integration (CTI), Customer Relationship Management (CRM), Automated Call Distribution (ACD), Screen/Data Pops, Call Center Routing, PBX switches, IVR with Speech Recognition, and Voice over IP (VoIP) to create a virtual call center and standardize transactions and processes between existing and acquired call centers using Genesys suite of products.  

· Identified contacts through email, web based chat, co-browsing, and instant message to improve customer satisfaction.

· Created standard GUI for all internal applications of Fortune 500 Company using Perl, Java, HTML, Active X Controls, XML, and PHP to give a single look and feel across the entire organization.

The Learning Virtual Corporation; Pensacola, FL     

June 1997 to November 1999
 

(The Learning Virtual Corp was a consulting company supporting mainly call center projects)
Senior Project Manager - Premera Blue Cross; Seattle, WA      March 1999 to November 1999

Call Center Project Manager – Western Financial Services, Corp   August 1998 to March 1999

MIS Director/Controller – Stone Container Corp


    June 1997 to August 1998

Managed the Project Management Office for a large Y2K project with a staff of over 100.  Directed multiple call center implementation and integration projects.
· Insured all IT and telecommunication systems, EDI, and software applications and utilities were prepared for the Y2K date rollover for this health insurance company.  

· Modified EDI systems and processes throughout the organization to insure they were Year 2000 compliant and to bring company in compliance with HIPAA requirements. 

· Defined, built, and implemented call center applications and redesigned call center processes, including CRM systems, IVR system with speech recognition, inbound and outbound predictive dialer, upgrades to the PBX switches, and CTI to increase customer satisfaction 15% and reduce costs by over 125,000K a month.

· Developed the strategy for an interactive web based training application for a start-up.

· Designed and rolled out requirements for project documentation, to standardize project management throughout the company.

· Standardized technical documentation to improve readability.

· Directed outside vendors to design and implement an innovative approach to Internet training delivery using text and VOIP.
Metrocall, Inc.; Pensacola, FL


(Metrocall was the 2nd largest paging company in the US)

Director of Telecommunications and Billing
 

   October 1995 to June 1997

Director of Accounting IS and Billing


          January 1994 to October 1995

Accounting Information Systems Director


   May 1993 to January 1994

Received progressive promotions throughout my 5-year tenure with this dynamic fast growing company.  Originally was responsible for all accounting and reporting systems throughout the company.  Responsibility grew to include billing for paging, long-distance, and cellular phone services, and eventually to include all telecommunication functions within the company.  
· Implemented fully integrated Oracle Financials, Oracle HR, and Oracle Inventory system.

· Negotiated and managed all carrier contracts and services.

· Spear headed Oracle data warehouse and financial system implementation to handle additional capacity and complexity from acquisitions and mergers.  

· Implemented a nationwide ATM voice network to connect all offices, reducing costs and improving efficiency.

· Implemented Frame Relay voice and data network to allow for nationwide transmitter network and increase uptime to 99.99% for all paging traffic.  

· Improved customer satisfaction from 72% to over 95% by integrating CRM system with computer telephony applications.   

· Designed and implemented an IVR system.

· Integrated billing, accounting, call center, and telecommunications systems into main systems at one location to increase operating efficiencies, customer satisfaction, and reduce costs.  

Previous Work History

CIO/Business Office Director, The Avalon Center, Inc, 1991 – 1993
CIO, Carrington Foods, 1989 – 1991
Operations Manager, Flomaton Antiques Auction, 1982 – 1989

Education

University of West Florida

Bachelor of Art in Accounting Information System

(Double Major in Accounting and Information Systems)

Community/Volunteer Work

Florida Health and Human Services – Board of Insurance

Florida Drug and Alcohol Abuse – Board of Directors (Insurance Relations)

Leadership Santa Rosa
