Rodrigo Borgia

Charcas 4070 16°”A” – C.P. 1425 – Buenos Aires - Argentina
Married - 22/07/1973 - Argentine

Objective


I would like to develop a solid career in a stimulating environment delivering business solutions with added value to clients.
Professional Successes 


Electronic Data Systems

C.R.M. Operation Manager                                                              12/2006 – Present

Representative achievements:
· Increased the operational revenue in 15 % by deep diving in non-mandatory costs.
· Increased “Employee Satisfaction” from 29.14 % Top Box to 42.54 % Top Box in one year.
· Increased “First Contact Resolution” from 84.90 % to 96.29 % in less than 6 month.
· Reduced attrition from 16,70 % monthly to less than the 6.00 % in less than 6 months.
· Up-scale the whole operation from 22,000 calls / month to 60,000 calls / months in 1 year.
· Certified the operation in the C.O.P.C. (Customer Operation Performance Center – global standard for Call Center) certification. This certification is the first that E.D.S. has achieved in South America and the second globally.
Universidad de Palermo

Professor

                                                                     09/2008 – Present
Job description:
Professor in the subject "Operaciones, Marketing y Diseño Integrados" ( "Operations, Marketing and Design, Integrated" ) in the Strategic Marketing Division of the Master in Business Administration (M.B.A.)
TeleQuest Global
In-Country Representative                                                                 01/2009 – Present
Job description:
To develope TeleQuest Global contact center client operations in Argentina from ground zero.
Nuevo Banco de Santa Fe

Call Center Manager                                                                     12/1998 – 12/2006

Representative achievements:
· Made the start up of the Call Center Business Unit in less time than planned: I optimized the original plan from six to three months.

· Reduced the kick-off of the Telemarketing and Debt Recovery areas from two months to one month including the recruiting and training activities.

· Reduced the training time for commercial campaigns from four to one day, speeding up the “time-to-market” in 10 %.

· Gained productivity in the sales area trough coaching and mentoring: the telesales team started selling one low-income insurance per day and I left that team selling 4 high-income insurances per day, including up-sales, cold callings and directed campaigns.

Main areas of expertise 


· Call Center & C.R.M. Operation Management 

· Corporative Call Center Operation Management
· Strategic Management of Customer Contact Care Centers and Customer Relationship Management initiatives

· Managing high efficiency teams

· Strong experience in analysis and interpretation of data

· Co-ordination and execution of commercial campaigns

· Ability in negotiation processes

· Proven success in Project Management  in complex environments

strengths


· Dynamism.

· Client oriented. 

· Motivated by challenge.
· Search of new developments in commercial and technological areas.
· Focus on cost control.
education



Postgraduate:


C.O.P.C. Registered Coordinator v.4.1
C.C.C.O. (C.O.P.C. implémentation Partner) [2008]
Master in Business Administration

Instituto para el Desarrollo Empresarial de la Argentina  [2004]
Call Center Management 

Universidad de Belgrano [2002]
university:


bachelor in business administration


Universidad del Centro Educativo Latinoamericano [2001]
additional skills:


Speaker at:


· I National Meeting in Call / Contact Center & Human Resources
· IV Regional Congress of Relationship Marketing and Database Marketing
· I Call Center and C.R.M. Congress in Inner Argentina
· First Conference about Complaints and Reclamations
· XX International Financial Marketing Congress
· II Regional Call Center and C.R.M. Congress
· ExpoComm 2003 exposition
Languages:


English: advanced – Participated in negotiations for a commercial round to Hong Kong in September 2001

German: advanced – Approved the “Zertificat als Deutsche Fremdsprache” and study in Germany in December 1990 – March 1991

Spanish: mother tongue

Portuguese: negotiation skills
Computational Skills:

Expertise in Office: Word, Excel, Power Point, and Access. MS Project. Design and implementation of Contact Centers, Customer Relationship Management, Business Intelligence and Enterprise Resource Planning tools.
Spare time activities


Sports: Golf, Tennis, Surf, Scuba-diving
Other activities: video games, management and marketing readings.



References available upon request
