KENNETH WEATHERSPOON
Workforce Optimization & Contact Center Operations Manager
📍 Fort Worth, TX | 📧 kspoonii@gmail.com | 📞 214-529-7418 | 🔗 LinkedIn


PROFESSIONAL SUMMARY
Strategic and results-driven Contact Center & Workforce Management Leader with 20+ years of progressive IT, WFM, and technical support operations experience. Adept at leveraging workforce analytics, real-time performance tools, and automation to streamline operations, boost SLA compliance, and drive agent performance. Proven record in leading Tier 1–3 teams, implementing enterprise workforce tools (Verint, Avaya, Workday), and collaborating cross-functionally to reduce cost and improve CX outcomes. Seeking to lead and scale high-impact workforce operations in innovative, service-first organizations.

CORE COMPETENCIES
· Contact Center Strategy & SLA Compliance
· Verint WFM, Avaya CMS, NICE
· Real-Time Adherence & Intraday Optimization
· KPI Analytics, QA Scorecards, Performance Dashboards
· Technical Support (Tier 1–3) & Incident Resolution
· Cross-Functional Collaboration (IT, HR, Ops)
· Agent Coaching, Onboarding, and Leadership Development
· Process Automation & Reporting Tools (Power BI, Excel)







PROFESSIONAL EXPERIENCE
WFM Analyst
McKesson – Fort Worth, TX
Aug 2016 – Present
· Directed workforce operations for 3 business units, increasing staffing accuracy by 20% and reducing over/understaffing incidents by 35%, aligning resources with demand trends.
· Served as Verint WFM SME, launching auto-assign and shrinkage modeling, boosting agent adherence by 15% and optimizing shift coverage.
· Developed automated time-off and VTO workflows, decreasing manual workload by 30% and improving request turnaround times by 40%.
· Enabled 98% SLA compliance by executing real-time schedule changes using live KPI dashboards (AHT, ASA, Adherence, Occupancy).
· Delivered training for WFM team and supervisors, increasing system proficiency and reporting self-sufficiency by 30%.
· Co-created new long-range capacity planning models with Ops & IT, reducing idle time by 10% and improving resource alignment during peak periods.

Operations Supervisor – Contact Center
Securus Technologies – Carrollton, TX
Feb 2010 – Apr 2016
· Led daily operations of a 20-agent contact center specializing in billing and Tier 1 tech support, consistently exceeding service benchmarks.
· Leveraged Verint360 and Avaya CMS to improve call analysis and QA audits, increasing CSAT by 22% and reducing handling variability.
· Enhanced workforce accuracy by 18% through improved forecasting and shift planning tied to call volume trends.
· Collaborated with IT to resolve IVR and routing errors, reducing abandonment and downtime, and improving call flow continuity.
· Coached agents on complex issue resolution and escalation handling, improving FCR by 20% and reducing Tier 2 escalations.
· Implemented dynamic QA dashboards and scorecards, enabling faster agent feedback cycles and more targeted coaching.

System Administrator / Tier 3 Tech Support
Increase Staffing – Irving, TX
Aug 2009 – Apr 2012
· Delivered Tier 2/3 technical support for server, desktop, and Active Directory infrastructure, maintaining 99.9% uptime across all systems.
· Managed Dell R910 server environments, including patching, backup/recovery, and endpoint protection.
· Reduced network-related downtime by 35% through proactive router configuration and cross-site connectivity fixes.
· Authored technical documentation and trained help desk teams, decreasing repeat tickets by 28% and improving resolution time.
· Worked with WFM and Ops teams to automate provisioning and scheduling access for new hires, streamlining agent ramp-up.

TECHNOLOGY OPERATIONS & MEDIA SYSTEMS LEADERSHIP
West Irving Church – Irving, TX
Aug 2008 – Present
· Provided strategic leadership and technical direction for enterprise‑scale audio and video operations, ensuring alignment with organizational objectives and high‑quality delivery for services and large‑scale events. 
· Led, recruited, trained, and developed cross‑functional volunteer teams; assigned responsibilities and established operating standards to maintain consistent performance and reliability. 
· Owned budget planning and financial stewardship, evaluating equipment investments, managing vendor relationships, and optimizing resource allocation to balance cost, quality, and scalability. 
· Drove continuous improvement and innovation by researching emerging technologies, recommending upgrades, and managing full equipment lifecycle (deployment, replacement, and recycling). 
· Served as primary technical authority, proactively troubleshooting complex issues, guiding teams through escalations, and advising senior leadership on technology strategy and operational risk.


EDUCATION & CERTIFICATIONS
Bachelor of Science, Information Technology (Cybersecurity Focus)
Strayer University – 2024 GPA 3.94
Master of Science, Information Systems
Strayer University – 2026 GPA 3.80
Certifications:
CompTIA A+ • Network+ • Test Out PC Pro • Test Out Network Pro
Associate of ISC2 • Project Management Certificate • SQL & Python Fundamentals • Introduction to ITILv4
Awards:
McKesson (CXO Award) – Customer Experience Operations Award – July 2024, Oct 2024, May 2026

