	Marco Houthuijzen

	Objective

A position as an senior manager in the functions of Customer Care/Experience Management of a globally focused corporation.

Notable Achievements
· Significant experience with starting and improving customer care operations in profit, non profit and public organisations.
· Raised the number of to VCN associated large organisations from 70 to 170 in 3 years time, by which VCN has grown to the most important customer car association in the Netherlands.
Profile

· Experienced in hands on management of customer contact centers
· Managed several key positions in customer care operations, with proven delivery of high-value projects 

· Demonstrated experience in customer and HR centricity, operational excellence and strategy formulation for small and large-scale contact center operations 
· Experienced working with geographically-spread and culturally diverse teams

· Significant Industry exposure and knowledge of the dutch and European customer contact development space

Employment History
2005 - Present       VCN (independent, non profit Customer Care Association)                        Ede/ The Netherlands
Manager Operations
Led acquisition and retentions of over 100 companies, creating a platform to share, analyse and create knowledge and know how on customer care strategies.. Continued expansion and market penetration, bringing VCN to several new markets in less than three years, boosting revenue by nearly 100%. As manager Operations, ensured continual process improvement (over 50 knowledge events a year) and working on standardization of Quality Practices.
2003 - 2005          CNV Trade Union  (600,000 members)                        Utrecht/The Netherlands
Manager Legal Back Office Customer Care Center
Managed a group of 15 lawyers in a contact center environment, providing customer care excellence, where service level agreements follow quality.
2000 - 2003          CNV Trade Union  (600,000 members)                                                   Utrecht/The Netherlands 
Founding father of the CNV Customer Care Center
Starting alone –hands on- I developed the contactcenter -CNV Info- into the heaty of the union with 30 FTE in 1.5 years. 
1998 - 2000          Pensionfund PGGM                                                                                   Zeist/The Netherlands
QA /Assistant Manager Customer Services
Advised and supported the PGGM Contact Center directors with strategic, tactic and operational inputs to manage fornt, mid and back office, , clients, service delivery and internal operations.
1996 - 1998          Cadans (dutch Social Security Agency)                                                  Utrecht/The Netherlands
Founding father of the Cadans Customer Care Center
Responsible for customer communications, executed the corporate identity program across all media including websites.
1991 - 1996          BVG/Cadans (dutch Social Security Agency)                                   Utrecht/The Netherlands
Credit Management & Fraud Specialist
Managed employer relations and worked with a team of credit management workers to increase effectivity and efficiency and decrease costs. By implementing credit management by phone, I increased the efectivity by 70%.


	Education
Philipse Business School, The Hague, The Netherlands
MBA Customer Care Operations (enrolment ongoing)


Philipse Business School, The Hague, The Netherlands 
BA Customer Care Operations, 2008

ISBW, the Netherlands
Middle Management, 1994

Inholland Graduate School, Amsterdam, the Netherlands
BA Customer Contact Management,  1999

Contact M: +31 6 43207461                                                                                    E: marcoloopt@hotmail.com


