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Carsten W.J. Winter

■ Ajman ■ Street # 39 | Villa # 2 ■ Rumailah ■ United Arab Emirates ■        

■ Mobile 050 1365871 ■ Email: casalu@eim.ae 

PROFILE

· Project Manager / Management Consultant with  13 years experience in Call Center Management and providing consulting services to Call Center operations in Germany, Canada and the UAE. Highly developed skills in VoIP technologies and set-up of dynamic customer facing systems. High experience in conceptualization and management of events to high specification. Calm and flexible in approach with experience in people management, internal communications management, resource management and project management.  Ability to get results in operational areas and skilled in problem solving and decision making in challenging environments. 


Professional Achievements   
Project Management 
· Client Requirement Capture leading to conceptualisation of event structure
· Budget and risk analysis leading to clear direction for fund raising   
· Delivery of  superior logistical support 
· Organisation and  delivery of actual event to predetermined cost and quality
· Post event review and communication 
Operational Management 
· Delivering the customer care business model within a 200 staff Call Centre 
· Establishing and delivering the organisation’s corporate business plan including all back office support requirements
· Delivering agreed department KPI’s and monitoring progress towards  truly outstanding and consistent customer experiences
· Continuous review of performance management program to ensure continued alignment with Business and Contact Centre objectives
· Supporting the effective operational management and functionality of the Contact Centre Business Units/ Functions (including: Front Offices, Order Management, Account Management and Back Office)
· Assigning, monitoring and coordinating work assignments to achieve operational goals
· Determining training needs and identifying training courses for individuals and teams in conjunction with Training Team management
· Optimizing systems to achieve productivity and quality balance that promote superior customer satisfaction and support delivery of  Contact Centre and Back Office KPIs
· Supporting people in achieving their individual targets and KPIs and increasing their understanding of the relevance and impact of those factors in the team’s overall performance
Management Consultancy
· Developing and delivering proactive strategies to create a positive relationships with key customers and build loyalty for the organisation
· Size and dimension the Contact Centre and Business Care resources in conjunction with the operational Support Team.
· Driving, leading and cultivating Contact Centre Management to deliver continuous quality service excellence in all customer interactions (email, phone, internet, etc)
· Developing and motivating Contact Centre Management by providing clear direction and guidance, coaching, and positive reinforcement supported by appropriate reward systems and career development opportunities
Career Summary 

Jan 2010 – present
Freelancer – Call Center Management & Motorsport events
Oct 2008 – Jan 2010
Present 
Project Manager  – Al Banesi Motorsport  / Honda Middle East Cup
· Responsible for the conceptualization, planning, organization and delivery of a 600.000 US$ event delivered over eight month. 
· Achieved funding of  > 3,000,000 DHS from a wide variety of corporate and motor sport enthusiasts with high personal wealth
· Negotiating contracts
· Managing all accounts related matters

· Working closely with GCC governmental institutions

· Copywriting
· Responsible lay out designer for the HMEC website

· Responsible for the destination management of a worldwide clientele

· Established internet sale of sports bike and racing accessories in GCC

· Planned and delivered marketing and PR strategies 

Jul 2006 – Oct 2008
Call Center Consultant – Wint-Dressel FZE, Ajman, UAE
· Entire set up of call centers with 212 seats for the biggest one.
· Creation and maintaining customer care business model supporting the corporate business plan including all back office support requirements
· Achievement of agreed department KPI’s and ensuring the delivery of truly outstanding and Consistent customer experiences
· Developed and delivered proactive strategies to create customer relationships with key Customers and prospects
· Ensured strategically and operationally that customer care plays a major role in the success of the business as a whole
· Continuous performance management review program to keep in line with business and contact centre objectives
· Sized and dimensioned the Contact Center and Business Care resources, in conjunction with the operational support team
· Ensured the effective management and functionality of the Contact Centre Business Units/ Functions (including: Front Offices, Order Management, Account Management and Back Office)
· Driving, leading and cultivating Contact Centre management to deliver continuous quality service excellence in all customer interactions (email, phone, internet, etc)
· Developing and motivating contact centre management by providing clear direction and guidance, coaching, and positive reinforcement supported by appropriate reward systems and career development opportunities
· Assign, monitor and coordinate work assignments to achieve operational goals
· Determined training needs and identified training courses for individuals and teams in Conjunction with the training team
· Optimized productivity and quality balance to provide superior customer satisfaction and deliver to Contact Centre and Back Office KPIs
· Ensured that all individual targets and KPIs are consistently met or exceeded, understanding the relevance and impact of those factors in the team’s overall performance
Mar 2006 – Jul 2006 
Operational / WorkforceManager - DU Tecom, Dubai Internet City, Dubai
· Responsible for resource schedule planning and real time monitoring of call answering capability for 150 Call Center staff deployed on Du’s Customer Service contact number 
· Implementation of training programs
· Design and implementation of work schedules for DU’s Call Center by using Genesis platform “Blue pumpkin”
· Developing of all necessary Call Center structures from top to bottom 

· Data administration of the Workforce Management and Virtual Contact Center systems  (VCC)
· Implementation of immediate measures to optimize resources and to avoid accessibility break-downs 
Jun 2005 – Mar 2006
Relocation to UAE




Business break due to relocation and settling

Oct 2001 – May 2005
Callflow / Workforce Manager – Lufthansa German Airlines 
· Kassel, Germany / Toronto, Canada / Berlin, Germany
· Operations Manager support in reaching and maintaining economic targets in the areas of call volume, call handling times, service level and accessibility

· Optimization of daily exception distribution

· Production of personnel capacity prognosis in conjunction with Workforce Management System (WFM) in order to identify understaffing and over-capacities

· Consistent analysis and evaluation of productivity parameters

· Data administration of the Workforce Management and Virtual Contact Center systems  (VCC)

· Operations Manager support in the areas of personnel staffing, personnel and call budgets

· Implementation of immediate measures to optimize resources and to avoid accessibility break-downs

· Assistance in the planning and reduction of overtime on a long term basis

· Operations Manager support regarding personnel planning and processes (Forecast, Workforce, Vacation, etc.)

· Operations Manager support in developing work-time models and duty rosters

· Production and optimization of local and global reporting

· Provide supervisor (sales and service) guidance regarding CC Pulse and Softphone as well as communication between Supervision and Operations on a regular basis

· Responsible party regarding technical problems and issues (VCC,WFM)

· Production and layout of presentations

· Acting representative of the operations department and assumption of certain Operations projects
Apr 1998 – Oct 2001
Senior Lead Agent – Lufthansa German Airlines, Kassel, Germany
· Coaching and supervision of new agents 

· Acting representative of the supervisors

· Reservation and sales of LH flight tickets including additional measures and special cases


· Ticket issue

· Consultation and information about all LH products, as well as support of LH Frequent Travelers within the scope of the LH Miles & More program
Feb 1995 – Apr 1998
Reservation and Sales Executive – Lufthansa German Airlines, Kassel, Germany
· Reservation and sales of LH flight tickets including additional measures and special cases


· Consultation and information about all LH products, as well as support of LH Frequent Travelers within the scope of the LH Miles & More program 

Education and Skills 

Education

· German evangelic extended secondary school, Cairo, Egypt

· Vocational education as software developer at Siemens Nixdorf, Kassel, Germany

Qualifications

1995 - 2003


Lufthansa German Airlines / Avaya University
· special education on workforce management,

· Master in “DEFINITY ECS ACD Call Vectoring” – Avaya University
· VCC I & II

· Softphone implementation

· AMADEUS Reservation system

· GuideRes

· IBM Emulator

· COMTEL 1&2

2006



DU Tecom - Dubai
· Training on Genesis platform – Blue pumpkin module (workforce management)
PC Skills
· VoIP 

· Expert level  in Microsoft Office application suite

· Web design and structure

· Macromedia, Corel Draw
Entire personality is based on
· Western education

· Discipline / reliability

· Excellent and dynamic motivation

· Strong teamwork

· Intensive communication skills

· Ultimate flexibility

· Trust and confidence
· Outstanding efficiency

Personal Information
· Date of birth

: 27th of November 1965

· Nationality

: German

· Marital status

: Married, one son

· Languages

: German & English fluently, French basic knowledge
· Availability

: With immediate effect

· Visa status

: Ajman Freezone – can be transferred at anytime without ban
· Hobbies


: Motor bike racing  - active rider in UAE and Qatar Championship, active rider in World  

                                                           Championship Endurance bike racing, cooking and spending time with my family 
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