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Toby Richards
General Manager, Community and Online Support
Microsoft Corp.
As general manager of Community and Online Support, Toby Richards is responsible for the online and social support strategies for Microsoft Corp.’s global Customer Service and Support organization. In this role, Richards oversees the development and execution of community support offerings, such as Microsoft Answers, and the customer experience of online support assets that reach a variety of customer segments, including consumer, IT professional and developer.
In addition, Richards’ organization runs the programs that identify, award and enable community influencers around the world, with the goal of developing deeper relationships, and feedback opportunities, to improve Microsoft’s products and services. For example, the Microsoft Most Valuable Professional Award Program awards 4,000 individuals, whose technical expertise and community contributions provide an effective feedback source for Microsoft product teams. 
Richards is a 15-year veteran of Microsoft. Before his current role, Richards was responsible for guiding Microsoft’s strategy for customer and partner satisfaction. He was accountable for various listening systems, such as the company’s global satisfaction measurement, and his team incorporated the voice of the customer into product and program planning. Richards spent two years running executive business planning. In that role, he led a strategic initiative to better align Microsoft’s sales organization to the product teams to improve customer responsiveness and global execution. He also spent five years in Microsoft’s academic business, where he introduced an XML-based interoperability framework that is now a standard in U.S. K–12 education. 
Richards holds a bachelor of science degree in commerce from Santa Clara University. 
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