KRISTIAN S. KAUT

2110 Cottontail Drive

Leander, TX 78641

Home: (512) 528.9116

Email: Kristian@Kaut.com
professional PROFILE

· Seasoned, hands-on Manager (14 yrs) with an award-winning track record of leading customer care and in-depth support organizations.

· Powerful and extremely effective combination of technical and management expertise.

· Expertise in multi-platform and a wide range of technologies including Windows and Unix as well as telecommunications (voice & data) technologies.

· Recognized SME in Customer Relationship Management with a strong QA orientation.

· High-level perception coupled with a capacity for precise detail enabling prompt and accurate response to complex business requirements.

· Highly successful in utilizing extensive knowledge of metrics and statistical analysis towards optimizing service organizations. 

· Highly developed organization, coordination and communication skills, with unusual ability to deal effectively with people at all levels. Proven leadership, mentoring and training ability.

· Repeatedly recognized for Outstanding Customer Service performance/leadership.

PROFESSIONAL EXPERIENCE

Pisces INC.









        2004-2004

Customer Relations Management 

· Managed, improved, and provided training for customer interactions with multiple locations by motivating the management team, and employees to increase sales, customer satisfaction, and repeat business.

· Excellent interpersonal skills and the ability to build a team by working together, increasing profits, and providing superior service. 
Electronic Arts








        2002-2004

Product Support Manager 

· Managed Customer Relationships (complex business requirements & product support needs) for Vendors/ Subsidiaries.

· Managed customer service technical support for EA Operations.

· Key contributor to company achieving $1B in profits.

· Managed and successfully maintained all aspects of customer satisfaction and relationships (CRM) – service offerings, product development and enhancements, as well as support issues.

· Managed all aspects of Operations related to Customer Service Needs.

· Ensured product quality and confirmed that products continuously met Customer requirements.

· Managed, developed, trained, oversaw and coordinated 30+ team of offshore Call Center Representatives (directly & through Leads).

· Key player in development and definition of corporate policies and procedures. Developed and implemented platform/product support criteria and infrastructure.

· Guided and oversaw Quality Assurance and Testing activities. 

· Collaborated with Training department on the development and implementation of all training materials and processes.

Project manager
· Project Manager for software release projects. This included all phases of Project Management:

Creation of Project Plans, working with customers to define product requirements, creating product specification documents, coordinating tech development as well as external management, QA and testing, product implementation/integration, customer and tech training and post implementation support.

· Monitored Support Traffic, adjusting for operational issues.
· Compiled & analyzed support, and Call Center operations metrics.

· Monitored support Systems and Service Component status, adjusting for operational issues.

Baypoint Innovations







        1995-2002

Customer Relations Manager

· Managed Accounts for distributors and customer install base. Ensured client satisfaction by supporting account coverage, training and support issue resolution. 
· Interfaced and collaborated with vice-president, customer support director, and manager of software engineering, product support manager and other regional operational managers along with field engineers to identify and address ongoing product issues.
Customer Support Manager

· Managed 15 product engineers and 5 customer service representatives.  
· Reorganized, and rebuilt engineering technical support/call center department with direct support to distributors’ support departments resolving hardware, software, and documentation problems for distributors and end users.  

· Handled multi-distributor escalations with communication to management team, critical accounts, and department staff. 

· Interfaced with Technical Publications to modify product documentation. 

· Vendor Relations - Successfully resolved technical and procedural issues with multiple vendors.

· Set performance metrics used for call tracking management such as caller peak times, abandoned calls, speed of answer, talk time, after hours emergency calls, time in queue, and issue resolution on first call.

· Implemented Cognos software to capture metrics, evaluate statistics, and improve call center department performance.

· Hired, trained, mentored and schedule technical support representatives, to adequately meet department’s call volume.
· Set criteria for employee training, staff mentoring, performance reviews.

· Created and provided UNIX/QCP functionality classes/documentation to new hires, and IT/PC support for Technical Support Engineering Department. 

· Guided QA activities and Developed QA/Test Plans and testing. 

Project Manager

· Successfully Project Managed multiple new software and beta testing projects, to include all phases of Project Management from conception to implementation: Client interface for Requirements Definition, Developed Specifications Documentation, Oversaw and coordinated Development efforts, Oversaw and coordinated Quality Assurance plans and Testing, User and technical training, Implementation/integration, Post-implementation support.

· Coordinated Project efforts (for numerous projects) between software engineering, hardware engineering, product support engineering, and technical publications for timely delivery of product /software releases.

Senior Product Engineer / Field engineer

· Provided International Technical Support for internal/external Field Engineers/technicians. This included research, beta test coverage, validation and escalation of product defects, and enhanced communication by documenting product issues.  
· Ensured new system installation for distributors and customer install base.
Quadlux Inc.









        1993-1995
Technical Support Manager / Senior Product Development Engineer

· Researched and developed Support Vendor Criteria, including identifying and interviewing suitable vendors, selection of appropriate vendor to handle large nation-wide support network (570 field techs).  Managed selected vendor interactions and service levels.

· Developed technical training courses (incl. content), technical training manuals and conducted nation-wide training seminars to all 570 field engineer technicians.

· Pre and Post Sales Support/ Account Manager:

Gathered/Clarified Client Requirements, Presentations, Proposals for high-tech solutions.

Project Manager for custom product development and retrofit projects.

Post Sales Account Management – Customer Relations (CRM), training, and product enhancements and adjustments. 

· Gave national training seminars for U.S. Power Companies.
· Distributor/Dealer Rep Support, and Sales Support. 

· Performed Applications Engineering, Software support, Electrical installation support, Product Technical Specifications, Electronics troubleshooting/repair to component level, Hardware validation, developed technical manuals, Provided documentation reports of reliability and service.

Lockheed Missiles & Space  (Top-Secret, and Above Clearances)

                     1990-1993


Data Systems Analyst Supervisor

· Supervisor of global satellite data processing control center, computer operations management, Shift coordinating, Around the-clock central point contact, training, production processing/Current data status. 
Computer Analyst

· Provided fiber optics support, Associated peripheral equipment, Preprocessing, Multi-source, and Station Analysis. 

RF Field Engineer

· RF field engineer at astrophysical research site. Performed generation of various RF signals, Operated complex analog and digital data synthesized equipment, Performed operations setup, Systems/Hardware trouble shooting, Calibration, and Established on-site logistics Department. 

Sun Microsystems








        1989-1990

Customer Support Supervisor

· Supervised 10 customer service employees while responsible for service agreement contract control management, Used Sun Windows, & AT&T Bell Labs UNIX Systems.
United States Marine Corps     Active/and Reserve



        1987-1991

eDUCATION:
· University of Santa Cruz - Telecommunications - 1995
· Heald College - Computer Science (Honors Graduate 3.76) - 1991
AWARDS:

 Lockheed - Product Improvement Program Award

 Lockheed - Continuous Quality Improvement Award

 Baypoint Innovations - Employee Excellence Award

 Baypoint Innovations - Year 2000 Readiness Program Manager (Award by CEO) 

 Baypoint Innovations - Nominated as Employee of the Year (by VP & Director) 

CERTIFICATIONS: 

 Seven Habits of Highly Effective People - Stephen Covey

 Lessons in Leadership - Stephen Covey

 How to Handle Difficult People - Fred Pryor

 Communication Skills for Professionals - Fred Pryor

 How to Manage Others - National Press

 The Psychology of Winning - Denis Waitley

 AT&T Customer Care

 The Power of Six Sigma – Subir Chowdhury

TECHNICAL SUMMARY

	Software

& Tools:

Voice Mail Features:
	MS Project, PowerPoint, Microsoft Word, Excel, Access, Outlook, Lotus Notes, Exchange 5.5, ProComm Plus, PC Anywhere, AutoCAD, Visio, Orcad, Clarify, RightNowWeb, & Cognos Call Tracking Management Metric Software, Sniffer, Data Analyzers, ZoneAlarm, Norton, BlackIce, McAfee, QuickBooks corporate management software, SNT/DPL Scripting.

Call Agent, Fax Memo, One View, OneNet Admin, OneNet Config, MESA-Forms, MESA-Networking, Continuous system operation – System Redundancy, Rapid Dial, TDDMemo, CLI Capture, OneNet SNMP, Configurable Data Link, PMS Integration, AMIS Analog Networking.

	Operating Systems:
	Microsoft Windows XP, 2000 Server, & Professional, NT 4.0 Server, NT 4.0 Workstation, ME 98, 95, 3.11, 3.1 MS DOS; QNX / UNIX.

	Hardware &  Telecom Equipment:
	Voice Mail Servers: Centigram/Baypoint/Mitel

Buses: IDE/SCSI/ISA/EISA/PCI/AGP

Signaling and protocols: T1/E1/DID/ISDN/VOIP

Data Analyzers, T-Berd/Fireberd/Interceptor Ethernet/Fast Ethernet/Gigabit Ethernet Network Cards.

Signal Processor Cards: DSP, Fax , LC8/DSP8, DSP24/30, Dual T1, Dual E1, SS7/SS8, Power Configuration, Serial 16, Digi, CTI, & Qnet.

Motherboards, H/W controllers, CD-ROMS, memory SIMMS, video/sound/networking cards, Linksys/SMC/D-Link Routers.

PBX Platforms: AT&T 75/85 1AESS & 5ESS, Cortelco, Eriksson, Fujitsu 9600, GTE, Hitachi DX & HCX, Intecom IBX, Lucent, Mitel SX200 & 2000, Motorola EMX, NEC 2400, Northern Telecom DMS & SL1 Enhanced Meridian, Rolm, Siemens HCM & Saturn xxx.  

PBX Integration’s: Call Pickup (SMDI/ESMDI (UI)), Data Link, DNIC, EDLI, and Enhanced In-Band.


ADDITIONAL TELECOMMUNICATIONS & NETWORKING CERTIFICATIONS:

Certified Courses Officially Recognized by: Microsoft Corporation
Microsoft Networking and Workstation Operating Systems:
Internetworking TCP/IP 

Support NT Server 



Certified Courses Officially Recognized by: American Research Group Inc.
WAN and LAN Software:
TCP/IP WAN T1/E1 Administration 



Certified Courses Officially Recognized by: Data Tech Institute
Voice, Data and Networking Software & Hardware:
Understanding Voice/Data/Networking

Certified Courses Officially Recognized by: Centigram
Voice Messaging System Hardware & Software:
VoiceMemo Server Technical Specialist Certification Program 

Series 6 Server Installation & Maintenance Update 

VoiceMemo Server Application Design 

OneView Optional Feature Installation and Maintenance 

VoiceMemo Server Configuration 

VoiceMemo Server Installation & Maintenance 

VoiceMemo Server Technical Specialist Certification Program, Certificate 7704 

Series 6 Server Installation & Maintenance Update, Certificate 5627 

VoiceMemo Server Application Design, Certificate 4899 

OneView Optional Feature Installation and Maintenance, Certificate 5214 

VoiceMemo Server Configuration, Certificate 4623 

VoiceMemo Server Installation & Maintenance, Certificate 4426 



Certified Courses Officially Recognized by: Baypoint Innovations
Voice Messaging System Hardware & Software:
Baypoint Innovations - OnePoint Messenger Server Installation and Maintenance 



Certified Courses Officially Recognized by: Brooktrout Technology University
Voice Messaging System Software:
Interactive Voice Response Application Administration 



Certified Courses Officially Recognized by: Cognos
Call Tracking Management Metric Software:
Call Tracking Management Metric Software Administration 



Interactive Voice Response Application Administration (IVR)

Show N Tel System (SNT)

Development Program Language (DPL)

