Bill Mugavin, M.Ed., CPLP
2634 Alcott Street, Carmel, IN 46032        


          C# 317.341.4498       bmugavin@me.com

Results Oriented Training and Performance Improvement Professional
23 years Management/Performance Improvement Experience
Certified Professional in Learning and Performance (CPLP)
Certified Training Director
Domestic and International Performance Consulting Experience
OBJECTIVE
Obtain a position as a Training/Performance Improvement Manager and partner with organizational leaders to achieve business goals through targeted performance improvement initiatives
PROFESSIONAL EXPERIENCE
CenterFirst Consulting, Carmel, Indiana




            October 2007-Present
Senior Performance Consultant
AstraZeneca Pharmaceuticals 


           




           Current Project
Designed and developed a Quality Monitoring and Coaching Program for the Virtual Scientific Contact Center. Managing the quality monitoring program and conducting one-on-one coaching to develop customer service phone skills for nine contact center agents. 
HSBC Bank, UK 




                                                               Current Project

Designing a 12 module leadership training and accreditation curriculum to address performance factors and leadership challenges unique to collections managers in the UK, India, and the Philippines responsible for the Bank’s recoveries.
AstraZeneca Pharmaceuticals 

                                                                                                 2009-2010
Designed and built a Virtual Scientific Contact Center for the Medical Affairs Department. Developed and implemented the contact center’s mission, vision, goals, management and functional structure, work processes, job roles/responsibilities, procedures, reporting, supporting technology, quality practices, and training. The creation of the contact center contributed to the mitigation of up to $2.1B in fines by reducing the perception of off label drug promotion, and created a two-way conduit for robust scientific exchange between AstraZeneca and Health Care Providers.
HSBC, UK Bank (Contract Manager)                                                                                                      2008-2009
Managed the daily production and performance of 1500 employees (managers and collectors) located at the Bank’s offshore collection sites in India, Philippines, Malaysia, and the United States. In addition, conducted a comprehensive analysis of the Bank’s global collections footprint. Partnered with senior management to develop and implement uniform processes, procedures, reporting, quality practices, communication practices, and coaching programs across all global collection sites. Contributed to a £135M reduction in unsecured delinquency, a 35% increase in collections, and a 20% improvement in quality and compliance scores.
Shire Pharmaceuticals


                                                                                                 2007-2008
Managed and implemented an outsourcing initiative to improve the efficiency of Shire’s internal Customer Service and Product Quality Complaints contact centers. Conducted a performance analysis of both organizations and determined outsourcing to be the best solution to meet organizational and customer needs. Realized a 45% improvement in service level, a 15% reduction in abandoned calls, a 54 second improvement in average speed of answer, and a 35% improvement in complaints resolved within departmental response time standard.
HSBC, Carmel, IN  






 
        June 2005-October 2007
Training and Performance Improvement Manager
Managed the Training and Performance Improvement Department supporting 1200 employees in collections, sales, and mortgage processing. Oversaw eight trainers and the delivery of 6000+ hours of training per month (new hire, core skills, and leadership programs). Transitioned the department from a Traditional Training Model to a Performance Consulting Model. Contributed to an 8% improvement in real estate loan liquidation rates ($360M bottom line impact), and a 7% improvement in payment by phone (ACH) conversion ($468M bottom line impact). 
NuVision Federal Credit Union, Huntington Beach, CA
  
                     January 2004-June 2005

Collections Manager
Managed ten collectors with responsibility for improving credit union delinquency and charge-off performance.  Implemented a state of the art collection system, skip tracing tools, payment collection tools, collector skills training and Fair Debt Collections Practices Act training. Developed a systematic, well defined process for maximizing recovery of non-performing loans through the legal and repossession/remarketing processes. Realized a 29% improvement in overall delinquency ($1.3M bottom line impact) and a 15% improvement in charge-off performance ($500k bottom line impact).
Revival Christian Fellowship, Menifee, CA


                            October 1998-October 2003
Business Manager
Managed all business aspects of a rapidly growing ministry including financial, legal, risk, and human resources. Developed organizational infrastructure and ensured the seamless operation of the ministry as church membership grew by 2250 members, annual revenue increased by $2.3M, staff increased by 47 full time employees, and the organization built and moved into a 25,000 square foot facility. 

HSBC, Pomona, CA






            December 1987-October 1998

Training and Performance Improvement Manager 
                                           October 1996-October 1998
Managed the Training and Performance Improvement Department supporting 800 employees in collections, customer service, escrow, and payment processing.
Collections Manager






           December 1987-Ocotober 1996
Managed an average staff of 125-150 across all areas of collections including early through late stage delinquency (auto dialer and manual queuing), charge-off prevention and recovery, legal, bankruptcy, vehicle repossession/remarketing, real estate loss mitigation, foreclosure, and property remarketing. 
EDUCATION
· Masters of Science in Education: Specialization in Training and Performance Improvement (Capella University, 2009)
· Bachelor of Science in  Business Management (University of Phoenix, 2005)

· Certified Professional in Learning and Performance  (American Society for Training and Development, 2010)
· Certified Training Director (Langevin Learning, 2010)
PROFESSIONAL ORGANIZATIONS

· American Society for Training and Performance Improvement (Volunteer for National CPLP Projects)

· Central Indiana Chapter of the American Society for Training and Performance (Volunteer for the Chapter’s University Program)

· International Society for Performance Improvement (Lifetime Member)
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