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	Profile

	
	Having recently been made redundant I am ready to move on to my next challenge.  I have proven success in several key areas, business management, business development, people management and contact centre management.  I have in my career had the opportunity to get involved with several different large-scale projects from both an operational and a strategic point of view, and these across a variety of industries and disciplines.



	Experience

	
	Feb 1999 –  Present 
John Bloggs Ltd, Manchester


Group Manager 

· Total responsibility for the migration of the customer service call centres from Austria, Belgium, France, Netherlands and Switzerland to England.  This involved both the closure of the local call centres and the opening of one integrated unit in Manchester
· Management of up to 180 Customer Service Agents, Team Leaders and Group Leaders in 3 language units.

· Total responsibility for service levels, customer satisfaction, employee satisfaction, recruitment, training, motivation, management of the call centres.

· Budgetary responsibilities for salaries, consumable costs, reward and recognition to a total of US$5M.

· Some of my key achievements during my time here are;

· Consistent achievement of 80% within 20 second service levels.

· Part of team that successfully planned and built 3 state of the art 490 seat call centre buildings.

· Increased resolution rates by 300%.

· Designed and implemented business continuity and disaster recovery plan.

· Designed and implemented bonus and variable pay system

	
	Apr 1994 – Feb 1999
Joe Bloggs Rent-a-car, Manchester


Various Roles

· Having started as a call agent during my time at Joe Bloggs I went through several promotions, culminating as Reservation Sales Manager for various European countries (France, Germany, Italy amongst others).

· As Reservation Sales Manager I was responsible for the management of up to 150 staff handling sales and customer service calls.

· I was responsible for the sales output of the call centre - a centre that handles private, business and corporate business.  Some examples of my successes during this time are:

· IBM global car rental account re-signed.

· Alcatel France account won.

· Lunn Poly Travel Agent account won.

· Sales into French Caribbean increased from 20,000 to 60,000 rentals per year.

· French conversion rate increase from 42% to 55%.

· Xerox (Europe) Ltd account won.

· Sales Revenue (1998) of US$176M.

· Responsibility for the successful migration of existing call centres throughout Europe into one integrated pan-European call centre in Manchester, England.  This involved everything from recruitment, training, call routing through to facilities.



	Education

	
	Sep 1990 – Sep 1993
Warwick University, England


· B.A., German and Business Studies

Sep 1987 – Jun 1990  
Altrincham Grammar School


· 4 “A” Levels (Mathematics A, German A, Physics B, Further Mathematics C)

· 9 GCSE’s



	Interests

	
	All sports, both as a spectator and as a participant.  

	LAnguages

	
	English – Fluent

German – Very high level.


