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VP of Operations 
Transforming Business with a Passion for Excellence and Growth 

 

Elevates customer and employee engagement, delivers tactical revenue gain and cost reductions, and 
plots technology roadmaps for sustained progress. A customer-centric mindset demonstrating ability to 
create shared vision, inspire collaboration, and drive change. Communicates the value proposition of the 
organization using the customer’s language to ensure a positive experience. Leverages consumer insight 
that formulates strategies in support of SaaS business models, delivers excellence to customers, and 
builds loyalty resulting in a seamless, transparent experience that sustains mutual growth. 
 

Strategic Planning – Elevates the voice of the customer within initiatives through continuous 
communication of client’s best interests. Influences enterprise-wide delivery of premium 
experiences by defining key business metrics and service standards, identifying gaps in service, 
and spearheading effective improvements. 

Customer Experience Champion - Provides internal feedback for developing a best-in-class 
experience to the customer to enhance branding differentiation, revenue growth, and 
profitability. Represents the needs of the customer in strategic planning and advocates for 
improvements in the overall experience. 
 

Business Turn Around – Provides direction to increase process efficiency and meet business 
targets. Supports others by providing coaching on process improvement tactics and technology 
solutions. Change agent skilled in turn-around scenarios.   
 

Leadership - Creates teams that build amazing user experiences to solve customer issues. 
Ensures employee engagement and retention with a motivational style to develop, mentor, 
and empower employees. Collaborative leader focused on people, processes, and profits. 

 
PROFESSIONAL EXPERIENCE 

 

 
Johnny Laurent Consultants, Chandler, AZ                     2018 – Present 
PRINCIPAL CONSULTANT                    
Built leadership and business consulting organization to assist companies with strategy, operations, and 
leadership development initiatives. 
 

 Created and delivered a leadership development program including 360 assessments, personal 
leadership development plans, group meetings and individual coaching sessions. Program 
reduced turnover of staff and improved Glassdoor manager reviews. 

 

Zenefits, Tempe, AZ                      2015 - 2018 
VICE PRESIDENT, BROKER SERVICES   (2017 – 2018) 
Spearheaded redefinition of organizational focus and team transition to new model; responsible for over 
$55 million in revenue from HR, Payroll, and Benefits (HRIS) software.  Ensured all policy renewals 
happened on schedule and in compliance with all insurance regulations.  Directed customer retention 
and product up-sell initiatives. Communicated daily with managers and employees about issues or 
concerns on accounts and set vision/strategy to maintain goals.  Interfaced with customer support and 
product development teams to analyze feedback from customers and employees about product issues. 
 

 Redefined organizational processes after a 60% staff reduction without jeopardizing the $55 
million revenue stream.  Increased customer focus and employee morale. 

 Designed and implemented a sales incentive program to drive 10% new customer growth and 
90% customer retention. 
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Zenefits (cont’d) 
VICE PRESIDENT OF PEOPLE, AZ OPERATIONS  (2016 – 2017) 
Served as Arizona office advocate and site leader focused on culture, employee retention, and leadership 
development while focusing on execution of operational goals. Collaborated with HR business partner to 
build a leadership team and culture unique to AZ yet congruent with CA office. Built training programs 
for leaders, wrote articles to reinforce learning, and individually coached leaders in difficult situations. 
 

 Created and delivered leadership training program that increased employee engagement, 
improved site culture, and improved execution of operational goals resulting in 70% of 
managers being promoted or given more responsibilities. 

 

SENIOR DIRECTOR, BENEFITS ADVISORS   (2015 – 2016) 
Selected to design and build an organization to handle the 500% growth and change as the product and 
processes continued to evolve.  Determine the best recruiting, training, and execution strategy to 
maintain the personal broker experience with the efficiency of a SaaS company. 
 

 In two months, designed and built the Associate Benefits Advisors program, which included an 
eight-week, university-style training where recent graduates were licensed as insurance brokers 
and knowledgeable of SaaS application, producing the most successful group of hires within the 
company’s history. 

 Recruited and hired over 150 people of diverse experience levels to staff both the Associate 
Benefits Advisors program and traditional Benefits Advisor program. Achieved over 90% 
employee retention while processing over 2,000 employee benefit renewals.      

 Improved customer experience by reducing timeframe of initial contact by 75%. 
 

Sage, St. Petersburg, FL                            2005 - 2014 
VICE PRESIDENT / GENERAL MANAGER   (2009 – 2014) 
With Employer Solutions business unit experiencing low employee morale and retention, declining 
revenue, and loss of customer/partners, promoted to lead core functions (services, sales, marketing, 
R&D, product management, and people). Responsible for P&L, strategy development and execution, and 
general management of campus.  Provided leadership and direction for payroll compliance throughout 
the enterprise and participated in several initiatives to increase payroll market share. 
 

 Grew revenue and profitability by 15%. Increased contribution margin by 10%. 
 Built a $30 million organization that delivered annual new customer growth of over 20% as well 

as double-digit new partner growth.  Set clear vision and strategy; increased employee 
engagement, new product introductions, and quality of existing products and services. 

 Led development of SaaS application to help small and medium-sized businesses offer 
enterprise-level services to their employees.  In less than two years, gained over 450 companies 
and 10,000 employees utilizing the application-based services. 

 Negotiated and closed deals with Insperity, Cornerstone on Demand, and Mercer to create 
strategic partnerships which grew over 100% in second year to $1 million revenue line. 

 

VICE PRESIDENT, CUSTOMER SUPPORT AND SERVICES  (2005 – 2009) 
Responsible for technical support operations, learning services, and professional services for Abra and 
Time product lines accounting for $30 million in revenue. Served as process owner to office system 
replacement project team and developed relationships with key vendors.  
 

 Increased performance of support operations while maintaining or reducing headcount each 
year via process improvements and re-purposing of headcount. Exceeded service level, 
customer satisfaction, and first call resolution goals.   

 Negotiated and closed deals with Applianz, nGenx, and BAS to create new offerings to provide 
$500K of new revenue annually.  

 Grew professional services revenue by 400%.    
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GKHP, Inc., dba Twin Pillars, Bailey, CO                            2001 – 2005 
EXECUTIVE CONSULTANT            
Owned independent consulting firm focused on building and improving software service organizations 
on the twin pillars of customer satisfaction and operational performance. Full responsibility for bottom-
line factors, including company vision, long-range planning, services development, strategic 
partnerships, marketing, pricing, contact negotiation, and service delivery. Assessed and redesigned 
integral processes to ensure their flexibility and ability to be measured for performance goals by 
improving their customer interaction processes to produce great customer experience and to make 
services consistent, reproducible, and predictive. 
 

 Implemented comprehensive performance metric architecture for multiple companies, 
including home health software company for work order management software, which 
encompassed company goals and priorities into everyday tasks and improved customer 
satisfaction and increased service levels.     

 Assisted companies in increasing customer satisfaction while reducing costs by focusing on 
people, process, and technology.  Trained employees on communication skills, leadership skills, 
problem solving, and troubleshooting skills. Modified processes to ensure smooth flow of calls. 
 

SOFTWARE SUPPORT CONSULTING         
SERVICE MANAGEMENT INTERNATIONAL, Boulder, CO 
ZD SERVICE & SUPPORT CONSULTANTS, San Diego, CA 

KN ENERGY, Lakewood, CO          
SOFTWARE AG, Highlands Ranch, CO        
US ROBOTICS, INC., Skokie, IL         
 

EDUCATION, CERTIFICATION & PUBLICATIONS 
 

 
Bachelor of Science, Computer Science  Louisiana State University  Baton Rouge, LA 

 

John Maxwell Certified – Speaker, Coach, Trainer 
 

Licensed Life and Health and Property and Casualty Broker 
 
Growth in the Disruption of Change, - eBook - providing a process for individuals and teams to reduce 

stress in uncertain times. 
 

CORE COMPETENCIES 
 

 
Strategic Planning & Tactical Implementation  - Project Management - P&L - Operations Management  
Customer Sentiment - SAP - Customer Success- Business Turnaround Training & Development - SaaS 
Change Management - Call Center Operations - Presentations - Product Development & Management  

 Client Relationship Management (CRM) - Infusionsoft - Employee Engagement/Retention   


