BROOKE BARTHOLOMAY KNIGHT
660 Foster Drive ~ Des Moines, IA 50323 ~ 908-347-2228 (M)

bknight1975@yahoo.com
A Multi-Functional Leader with expertise concentrated on Operational Management, Benefit Administration, Human Resources, Implementations and Account Management.  A high energy, results driven professional with a keen focus on strategic innovation, solutions orientation, internal and external partnership, and a strong commitment to excellence.

Summary of Qualifications:

· Highly developed and proven project and people management skills

· Strong financial acumen with ability to manage large scale operational budgets with successful achievement of stretch target goals

· Cogent leadership skills with a strong focus on change management and business process re-engineering

· Strong globalization and vendor management skills 
· Excellent communication skills, coupled with strong presence and confidence when interacting with peers, executive leadership, clients and vendors

· Exemplary client and account management skills, with proven results driving increased revenue and achievement of target profit margins
· Strong key account sponsorship, with proven results driving customer loyalty, satisfaction and increased revenue
PROFESSIONAL EXPERIENCE

Businessolver, West Des Moines, IA




August 2010-Present

Serve as the Vice President of Client Services with overall responsibility for operations in support of 350+ clients, focusing on Enrollment & Eligibility.  

· Manage all staff and operations supporting 350+ clients (average client size of 5,000 member lives), inclusive of client management, administration and operational leadership (300+ FTE).   

· Successful implementation of 175+  new client relationships.

· Growth of operations by 260% and support of building infrastructure expansion and re-design; inclusive of successful launch of the Denver office and operational team. 
· Support expansion of service offering to include Canadian Benefits Administration and Flex Administration.

· Implementation of service center industry best in class technology to drive enhanced performance, real monitoring and workforce management.

· Achieved substantial revenue growth through new sales, renewals and upsell strategies.
· Implemented new operating model focusing on client centric teams to maximize operational effectiveness, productivity, utilization and customer satisfaction which has sustained a net promoter score of 93% across the client base.

· Developed employee engagement programs focusing on recognition, mentorship and professional development resulting in attrition rates < 10% year over year.
· Developed operational reporting infrastructure to drive increased accountability and performance during planned growth phases.
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ExcellerateHRO, a Hewlett Packard Company, Des Moines, IA
       August 2006-August 2010
US Benefits Service Delivery Executive/Client Account Executive (June 2010 – August 2010)    

Act as the Service Delivery Executive with overall responsibility for benefits administration of 9 large to mid-sized clients, focusing on Defined Benefits and Health & Welfare.  Perform as the Client Account Executive for 5 of the 9 large to mid-size clients, with responsibility for revenue generation, sales growth and client management.  
· Manage all staff and operations supporting 9 clients, inclusive of call center operations, administration and applications (170 FTE/35 Contract).   

· P&L responsibility for both expense and revenue ($32M annual).

· Responsible for promoting revenue through sales and identification of out of scope work.
· Drive performance and attainment of all key service level agreements with financial risk penalties.
· Responsible for the attraction and retainment of key personnel with a focus on mentoring and career development

· Served as an executive project sponsor under a NDA to facilitate the sale of ExcellerateHRO outsourcing practices to ACS; 6 month project duration prior to the sale effective 8/1/2010

US HR Outsourcing & Canadian Benefits Outsourcing Delivery Executive (May 2007 – June 2010)    

Act as the Service Delivery Executive with overall management of all US delivery sites and operations within the HR Outsourcing division, inclusive of Absence Management, Compensation, Workforce Administration, Workforce Development, Payroll, and Recruiting & Staffing work streams.  Responsible for the Canadian Benefits Administration business inclusive of outsourcing contracts servicing 68 clients.
· Manage all bestshore and US based sites and staff supporting the HR product offering (188 US/96 India FTEs), inclusive of call center operations and administration.   

· Direct all bestshore and Canadian sites and staff supporting Benefits Administration (212 Canada/7 India FTEs), inclusive of call center operations, administration and application. 

· Effectively manage an overall US and Canadian annual operating budget of $31.5 million with monthly variances to outlook averaging -3%.
· Successfully achieved financial target goals for US HRO resulting in an annual savings of $24M, while maintaining and exceeding contractual standards and improving operating efficiency.
· Achieved an annual 10% increase to Operating Profit for FY 2009 for the Canadian business.
Human Resources Outsourcing Site Director  (August 2006 – April 2007)    

Act as the site director accountable for overall management of a 285 capacity call center servicing both Human Resource Outsourcing and Benefits Administration clients.  Responsible for end to end service delivery management inclusive of people, process, financial, customer, facility, service and growth.
· Successfully built the Human Resource Outsourcing business within an existing EDS facility (August 2006 – September 2006).  Build inclusive of construction of a 285 capacity call center, asset procurement, technology implementation and migration of business.

· Supported Annual Enrollment for 9 key Benefits Administration clients within budget, timeframe and required service performance factors (October 2006 – December 2006).  Successfully completed a staffing ramp-up of 120 employees to support effort.
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· Migrated 11 Benefits Administration clients to the Des Moines facility from partnering US facilities (January 2007 – July 2007).  Successfully completed a staffing ramp up of 100 employees to support effort. 
· Launched end to end HR Outsourcing for a new business partner inclusive of Absence Management, Recruiting & Staffing and Compensation functions (January 2007 – April 2007).  Supported and lead all implementation activities both onshore and offshore throughout 2006 to ensure successful launch.  
AFFILIATED COMPUTER SERVICES, INC., Little Falls, NJ

1997-July 2006
Divisional Vice President – New Client Installations & Centralized Testing (2005-July 2006)

Act as the divisional leader accountable for the successful execution of Total Benefits Outsourcing New Client Installations and Centralized Testing project support within budget and project timeline.  
· Responsible for all prospective business deals  in relation to Total Benefits Outsourcing New Client Installations.  
· Implemented standardized templates, business processes and best practice methodology within New Client Installations resulting in a reduction of 5 full time equivalents.

· Sponsored, implemented and managed the 2005 globalization and incentive compensation plans, resulting in an expense reduction of approximately $1.2 million dollars and the migration of 8 seats offshore.

Director – Defined Benefits New Client Installations (2004-2005)

Manage the end-to-end execution of all Defined Benefit New Client Installation projects, with operating goals to drive client satisfaction, reduce cost, and improve operational effectiveness. 

· Managed and successfully implemented 6 Defined Benefits New Client Installations in 2005.  Achieved overall automation on average of approximately 89%.  

· Sponsored a proof of concept project with a 3rd party vendor to address data integrity, validation and clean-up.  As a result of the successful pilot, services were rendered for 2 Defined Benefit New Client Installations resulting in an increase to automation of approximately 10%.

Senior Manager – Offshore Program Office (2003-2004)

Senior Manager – Operations Control Department (2002-2003)
Senior Manager – Client Management (2002)

Mellon HR&IS Additional Employment


Between 1997 and 2002, held various entry level and management positions within call center operations, administration and leadership supporting Total Benefits Outsourcing.

Awards

Awarded 1 out of 30 of the 2002 Mellon Star Awards, amongst all of Global Operations for Mellon.  Received as a result of attainment of all project goals, secured annual revenue, and referenceable client relations.
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Community Support

Actively involved with fundraising for Make a Wish Foundation, Women for Wishes and Dress for Success.  Successfully granted 2 wishes for Make a Wish Foundation through corporate fundraising and sponsorship.

Education

B.A. Liberal Arts –Susquehanna University (1993-1997)

