	Kurt Rasmussen
	


Address:  Unit 5-H, Dansalan Gardens, M. Vicente, Mandaluyong City
	Qualifications


	May 2008 present Txt Connect Manila, Philippines

Manager

· Growing a start up BPO from 20 employees to 75 over 10 months.

· Doubling the companies production in one month’s time.

· Develop employees to become TL’s so the company is ready to grow.
· Develop metric systems for programs to analyze, plan, develop and implement performance improvement.

· Responsible for reporting results/service levels and financial performance to upper management.
· Ensure the agents are meeting their performance objectives.
· Creation of HR, Accounting, Recruiting, IT and  Operations/Advancement into management process, procedures and checklists.

Aug 2007 May 2008 Rising Data Solutions
Accra, Ghana Africa

Operations Director

· Develop TL’s to be ready for the next level of management.
· Develop metric systems for programs to analyze, plan, develop and implement performance improvement.

· Responsible for reporting results/service levels and financial performance to upper management.
· Ensure the TL’s are meeting their performance objectives.
· Coordinating and directing with internal and external clients.

· Delegate administrative functions for Rising Data Solutions and existing account-related procedures.
· Oversee the creation of programs to promote teamwork and increase/sustain motivation.
· Identify effective communication methods which work best for the management team to TL’s and agents.

Aug. 2006 – July 2007
Toshiba America Business Solutions 
Manila 

Operations Manager

· Planning, developing, teaching product and script for agents.

· Daily management of call center administrative and operational duties.

· Come up with creative programs to promote teamwork and increase/sustain motivation. 
· Help implement changes to policies and workflows.
· Responsible for reporting results/service levels of agents.
· Helps in finding ways to improve Service Level Agreements.

· Listen to the agents' and management grievances and relay them to the proper channel.

· Provide individual quality coaching based on historical and real time quality data, and for process improvement opportunities.
· Train new hires.

· Coordinate system improvements.

Aug. 2006 – July 2007
E Publishers Incorporated 
Manila 

Call Center Manager

· Planning, developing, teaching product and script for agents.

· Daily management of call center administrative and operational duties.

· Help implement changes to policies and workflow.

· Listens to the agents' grievances and relay them to the proper channel.

· Provide individual quality coaching based on historical and real time quality data, and for process improvement opportunities;

· Train the new hires.

· Select proper system for Manila to US hot phone transfers.

· Coordinate system improvements.

October 2001- April 2006 US Airways Express Knoxville, Tennessee

Customer Service Representative

Provides passenger assistance at the ticket counter and gate areas by issuing tickets, checking baggage and assigning seats. 

· Assisted passengers with check-in procedures, including tagging baggage and issuing boarding passes 

· Selling tickets, processes ticket changes, creates and books reservations. 

· Ensuring FAA, US Airways and airport regulations are followed. 

· Enforced safety/security measures and protects sensitive zones.  
· Facilitated the passenger boarding process. 
· As directed, implemented standard procedures during overbooked, irregular flights and denied boarding situations.  Solicited volunteers to free up seats, re-accommodated passengers by booking alternative flights and provided travel vouchers.  

· Logged in tickets and completed sales reports
October 2001 – April 2006. The Stick                              Knoxville, Tennessee

Convention Sales Representative

· Handled logistics of moving product from distribution center to conventions for resale.

· In charge of Setting up, operating and dismantling the display booth. 

· Trained new staff members on product usage and selling techniques.

· Helped establish new business agreements and distribution partnerships



	Education
	1993-1997 Pellissippi State Technical Community College, Knoxville Tennessee

1997-1999 University of Tennessee, Knoxville Tennessee


B.A. Psychology

	
	

	Objective

Strengths
	To obtain a carrier that will allow me to be closer to my family and watch my daughter grow.

· Great interpersonal, communication, leadership and management skills. 

· Work well under pressure and can manage a stressful environment and situations.

· Eger to learn and ready to work

	References
	Available upon request


