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Short Description
Led a large-scale transformation of a 750-person national field services organization supporting 8,300+ locations, reducing annual operating cost from approximately $85M to $50M while improving service performance.
Body Copy
I led a multi-year transformation of a large national IT Field Services organization supporting more than 8,300 locations.
The operating model was highly decentralized, with inconsistent local practices, limited KPI governance, fragmented cross-functional relationships, a large depot footprint, distributed repair activity, and an annual operating budget of approximately $85M.
I redesigned the operating model around standardized execution, measurable performance, stronger resource discipline, and clearer accountability. Key changes included:
Consolidating the field support footprint
Moving toward a virtual/decentralized technician model
Centralizing repair into two regional repair centers
Redesigning inventory placement and field logistics
Establishing scorecards and recurring operating reviews
Strengthening headcount and backfill discipline
Expanding hybrid labor models
Improving collaboration across Field Services, PMO, Service Desk, Facilities, and other functions
The transformation delivered approximately $23M in annual run-rate savings within two years. Broader operating initiatives ultimately reduced annual operating cost from approximately $85M to $50M.
At the same time, aggregate service performance improved approximately 37% and cost per store declined approximately 36%.
The objective was not simply to cut cost. It was to build a more scalable operating model that improved service while reducing structural expense.




