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                            Luke Coutinho

Career Objective

To secure a senior management position in a leading corporation with a defined business objective and a team approach.  To work as an operations leader with an emphasis on development, strategy and people management and value innovation and learning.

Summary of Skills 

Professional Skills: 

· Management of the planning, forecasting and monitoring of Contact Centre resource assignments to meet service level agreements. 

· Management of a team of upto 20 –30 agents in a contact center providing both inbound and outbound customer service.

· The successful management of Inbound & Outbound Contact Centre campaigns at an operational level to meet client service level agreements across the following industries : Finance, Insurance, Telecommunications, Retail, Print Media, E-Commerce & Government.
· Management of all interaction traffic in line with agreed client objectives and budgets.

· Implementation of a Performance Management Program and a Learning & Development Program.

· Extensive experience in Outbound and inbound campaign management at both an operational and client service level.

· Management of business relationships with client contacts.
Interpersonal Skills:

· Highly developed communication skills including negotiation skills, team building, strong customer focus, pro-active approach, self-motivated team player, and the ability to work to challenging time frames.

· Demonstrated ability to manage change in a dynamic industry.  

· Expert project management skills including strong analytical and problem solving skills, and the ability to manage time and workloads effectively.

· Ability to rapidly learn new skills and ideas, and to tackle complex problems.

· Ability to develop and implement organisational policies in a changing culture.

Professional Experience

April 1st 2008 – till date                                        Senior Manager, Learning and development – IBM, Mumbai

Responsibilities:,

· Build and lead the organizational development team for IBM, Mumbai

· Certified on global IBM leadership development programs.

· Deliver training and development workshops to senior leadership.

· Instrumental in rolling out Coaching and Feedback modules for the Operations team.

· “ Service No” module compilation and roll out to enhance CSAT.

October 1st 2006 – April 1st 2008                        Operation Manager – IBM, Mumbai

Responsibilities:

· Process owner for 2 LOB’s for U.K telecom (Orange), span of 400 agents, 6 managers, 18 TL’s

· Design SOP in conjunction with client SOW.

· Manage attrition below 4% monthy.

· Value add of a Kana simulator in the back office process to reduce staffing and increase productivity.

· Develop training programs for enhanced leadership and development.

· Deliver consistently on all client metrics.

August 1st 2005 – October 1st 2006                  Deputy Manager – Operations, IBM, Daksh, Mumbai

Responsibilities:

· Process owner for the installation team, Home repair and part order team and the outbound calling and part order team for Circuit City.
· Set up a value add upselling for the installaion team and was successful in leading the team to achieve a 1 million$ worth of sales in the year 2005.
· Participated in the quarterely business review for the project in Richmond Virginia.
· Maintained all processes in green, on all parameters for the year 2005.This resulted in our clients ramping the process up to 135 agents in January 2006.
· Currenlty working on a voice and accent and soft skill module with the training team, to strengthen Csat scores.
· Developed and implemented an internal security policy for CircuitCity and successfully implemented the same across other processes like E-Bay and United Airlines.
April 1st, 2005 – August 1st, 2005          Shift Manager – Operations, IBM, Daksh, Mumbai

Responsibilities:

· Managing three retail processes for CircuitCity, comprising of 60 agents, 6 team leaders.
· Incharge of working with the quality department to set up process for managing the roll out of Csat for all teams.
· Was nominated admin spoc, to coordinate between operations and admin to align smooth flow of transport and reduce Esat issues, along with overlooking facilities for CircuitCity.
· Client interaction and budget planning for process and RnR.
October 20th, 2003 – April 1st, 2005     Senior Team Leader – Operations, Daksh, Mumbai

Responsibilities:

· Managing a team of 35 agents, 2 team leads, and 1 teamleader (seed team)

· Owner of Performance management system, process designing and implementation.

· Client interaction and monthly budget planning.

· Responsible for the development of an operations brief for the process

· Training and development of team leads.

· Contributes fully to the development of client projects through proactive hands on approach to development of best practices.

· Ensures that quality delivery is maintained through achieving and exceeding quality and customer satisfaction targets.

· Maintaining client relationships and management of business relationship with existing clients.

· Providing positive and corrective feed back to the management as well as the team.

· Implementation of new quality and operational processes and procedures for the betterment of project management and team functioning, to exceed management targets

July 1st, 2003 – October 15th, 2003     Project Migration Leader –Prudential, U.K

Responsibilities:

· Migration of 2 financial projects from the U.K to Mumbai.

· Managing a team of 30 agents and 2 team leaders in trasfer process.

· Understanding the process and its consequent peripherals.

· I.T Determination of suitable process and operating system for soft launch.

· Developemnt of operation brief as per Indian working environment and procedures.

· Corresponding with the ILA (Indian legal association) for legal compliance between the U.K and Mumbai.

· Development of training materials and tools for implementation back in Mumbai.

June 5th, 2002– June 28th, 2003
Team Leader – First Mace

                                                            Mace Connect – Doha, QATAR

Company Profile:
First Mace offers customer centric - relationship marketing solutions with extensive knowledge of online and offline one-to-one communication methodologies and practices. They operate 2 Contact Centres in the GCC both from start up operations, inbound and outbound customer services.

Responsibilities:

· Manage a team of 15-25 agents by applying corporate and operational guidelines, processes and procedures.

· Ensures that information is communicated in a timely and accurate manner to all team members.

· Contributes fully to the development of client projects through proactive hands on approach to development of best practices.

· Ensures that quality delivery is maintained through achieving and exceeding quality and customer satisfaction targets.

· Maintaining client relationships and management of business relationship with existing clients.

· Providing positive and corrective feed back to the management as well as the team.

· Implementation of new quality and operational processes and procedures for the betterment of project management and team functioning, to exceed management targets

August 2002– December 2002
Project coordinator (Team leader) – Dubai

                                                            First Dial – Dubai Internet City, Dubai

Company Profile:
First Mace offers customer centric - relationship marketing solutions with extensive knowledge of online and offline one-to-one communication methodologies and practices. They operate 2 Contact Centres in the GCC both from start up operations, inbound and outbound customer services.

Responsibilities:

· Coordinate with Mace, Doha, to set up a 150-seat call center at Dubai Internet City.
· Setting up of a full-fledged quality department.
· Coordination with real estate and hardware companies (Compaq, Nortell, Microsoft, IBM), in relation to operational and I.T set – up.
· Sent to Mumbai, Chennai, New Delhi, to conduct interviews and recruitment of over 100 agents, 15 team leaders for the contact center along with the General Manager of First Dial.
· Worked closely with the Business Development team to secure business opportunities for the company.
June 2002 – June 2003         Team Leader – MaceConnect

            
MaceConnect – Doha

On completeion of my assignment in Dubai, it was an operational necessity that I be transferred back to Doha to continue wok as a team leader. In April, I was given the added responsibility of working with the business development department for securing international campaigns, such as Sprint, Master Card. Dynamic Travel, etc.

January 2001 – June 2002           Team member – E-Funds

                                                        Mumbai

Company profile – E-Funds is an inbound, international contact center providing customer service to U.S, and U.K based clients. West tele-services was responsible for taking customer orders for a wide range of consumer products, insurances, medical transcriptions, and credit cards, as well as providing world class customer service and handling customer inquiries.

Responsibilites:

· Accountable for receiving, initiating, documenting and handling product related transaction over the phone to and from customers according to the service agreement.

· Attends to all customer inquiries, complaints, and order taking and processing.

· Multi-tasked agent 

· Provide training to new call center agents.

· Work closely with the team leader in developing new processes for smooth team functioning.

· Initiating and conducting quality control programs for the entire team.

June 2000 – December 2000        First Assistant Manager – Mc Donalds

                                                        Andheri – West, Mumbai

Responsibilites:

· Managing a team of 75 crewmembers.

· Computing of stock and handling of subsequent purchases and inventory control.

· Management of quality and crew operations for entire shifts.

· Forecasting peak hours and subsequent manpower placement and rostering.

· Management of inter-store sales and marketing.

· Forecasting, planning and implementation of monthly budgets.

· Ensuring customer service delivered is upto world-class standards.

May 1998 – November 1998      Management Trainee – Taj Holiday Village, Goa

Responsibilities:

· Worked in the Front office department for a month. Handled reservations, banquet bookings and airport transfers. Responsible for spot room checks before guest arrivals and customer standard satisfaction survey completion.
· Trained in the kitchen for a month.
· Completed a month of training in bar and restaurant service management.
· Specialized in Front Office for the last 3 months, where I was handed over additional work in regards to reservations and checking in and out of customers.

Technical Skills

· Computer literacy in the Microsoft Office Packages.
· Knowledge of Computer Telephony Integration (CTI) systems, including Customer Interaction Center (CIC) platform, Nortel, Contact Pro and Siemens PABX.

· Knowledge of Contact Centre technologies, including web based platforms, automated dialing solutions, Interactive Voice Response (IVR) and Customer Relationship Management (CRM) systems.

Education 

 Successfully secured my diploma in Hotel Management (3 years 1997-2000) through I.H.M, Goa.
	Level
	Board
	Year of Passing
	Institute
	Percentage

	Higher Secondary Certificate 

(Std. XII)
	C.B.S.E

(Central Board of Secondary Education), Delhi
	March 1997
	Dr. T.B. Cunha Higher Secondary School, Goa
	61%

	Secondary School Certificate

(Std. X)
	I.C.S.E

(Indian Council of Secondary Education), Delhi
	March 1995
	Sharada Mandir High School, Goa
	73%


Achievements:

· Nominated as Team player of the month for three consecutive months in E-Funds.(documents to support)

· Successfully completed American linguistic training.

· Successfully completed British accent training.

· Successfully completed contact center attitude and ethics training.

· Successfully completed my First Aid course with the RED CROSS society of India.

· Have undergone Six Sigma Green belt training thru IBM, Daksh.

Interests
Films, Travel, Walking, Bike Riding, Music, and Reading.

Referees

Available upon request

Resume – Luke Coutinho

Page 1

