Jessica Orenstein 
Jericho, New York 11753
Cell: (516) 972-2523 	Email: joren0708@yahoo.com
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Results-driven management with strategic skills in B2B and B2C service environments.  Expertise in sales support, order management and process re-engineering to maximize operational efficiency, utilizing Six Sigma approach for implementing best practices, organizational restructuring, and staff development.

Experience:

Laundrylux, Inwood, NY			Director, Customer Care (5/11 – present)

· Responsible for Customer Care throughout the United States, Canada, and Mexico.
· Strategically led discussions to execute Sales programs, process improvements, policies and client solutions.
· Create cross-operational teams to resolve roadblocks for On-Boarding new distributors.
· On-Board new employees on Customer Care Order-to-Cash workflow and policies.
· Communicate companywide action plan to build customer loyalty.
· Electrolux equipment liaison to calculate and ensure our selling price meets acceptable profit margins.
· Negotiate all clearance/cosmetic/used equipment sales and establish staff incentive programs.
· Develop Raving Fans Customer Care staff training, including soft skills and SOP’s to achieve KPI’s.
· Collaborated with stakeholders to create management dashboards for reporting and daily activities.
· Directed Telemarketing to drive traffic to sales events with Salesgenie and MS Dynamics CRM.
· Led stakeholder collaboration between Procurement, Logistics, Accounting and Customer Care.
· Achieved a paperless workflow utilizing electronic documents.  

Sleepy’s LLC, Hicksville, NY			Director, Customer Service & Exchanges (11/06 – 3/11)

· Responsible for creating SOP’s and best practices to drive call metrics toward World Class Service level.
· Led process re-engineering and staff training to achieve KPIs for 770K calls/year.
· Created training programs for collaborative partnerships to drive continuous process improvement. 
· Controlled $4+M budget to achieve payroll savings by reducing overtime and efficient scheduling.
· Re-negotiated vendor contracts resulting in a 130K yearly cost savings.
· Outsourced mattress inspection, reducing decision timeframe from 5+ days to 1 day.
· Partnered with IT to create business continuity and disaster recovery plans.
· Developed Lead Services infrastructure and project plan to improve the customer experience. 
UBM / CMP Media LLC, Manhasset, NY     	Sr. Manager, Customer & Billing Services (3/84– 9/06) 

· Expertise in Customer Service, Order Entry and Billing to support a 600+ sales team.
· Achieved strategic Sales and Marketing partnerships to ensure exceptional post sale execution. 
· Communicate Custom Sales Programs and Contracts throughout all operational departments.
· Developed an account information intranet to strengthen competitive advantage.
· Lead Sr Management New Company Acquisition Team meetings to ensure seamless business integration.
· Coached a multi-location customer service staff of 18 - 26 people to promote ‘Customer First’ initiatives.
· Operational Project Manager for Oracle 11i upgrade GL, AP, Order MGT and AR functionality.
· Streamlined National Account contract methodology to ensure efficient order-to-cash process.
· Re-designed invoices to communicate line-of-business information to reduce production costs 30%.
· Improved data integrity by establishing procedural and system rules to support diverse product growth.

Education and Computer Skills:
C.W. Post, LIU, Greenvale, NY- Graduate School - MBA - Management - Magna Cum Laude; BS-MGT
Wharton School of Business, University of Pennsylvania – Executive Education – Implementing Strategy 

Epicor ERP, MS Teams, MS Office, Miro, Visio, Oracle OM, DocuSign, Six Sigma, NYS Notary Public
