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Personal Details
Name: James Michael Harker
Age: 31 (30/01/1988)
Address:  1 Maden fold bank, Burnley, BB12 6EL
Full UK driving licence with 0 points and own vehicle.
Mobile number: 07826065656
Email address: jmsharker@hotmail.co.uk
Personal description
I am extremely hard-working individual that takes a logical/analytical approach to any task(s) given.
I am always looking to better myself and increase my profile within all roles I possess which currently are:
· Dialler Technician and analyst (Full time)
· Professional academy scout u9-u11 (Manchester united casual)
· Director of Lazee Nights (Owner)
The above demonstrates my work ethic, organisational skills and desire for personal development.
Working my way up from telephone phone agent to managing our telephony systems and assisting in group workforce management with over 120 staff is an achievement I am extremely proud of, spanning over the past 8 years within the same company, again this demonstrates my consistency to improve and adaptability.
Work History (Most recent)
Current employer Marston Group LTD time employed - 12 years+ 
Dialler technician and analyst – Role started in Jan 16 – Present
As a dialler technician and analyst, I am responsible for the running of our automatic dialler system, this includes scheduling of work and managing a blend of inbound and outbound services over two sites with more than 120 agents.

I also ensure we adhere to our regulators guidelines and deliver an excellent customer journey.
Alongside managing our telephony systems, I assist the workforce manager with data analytics, this consists of: 
· Forecasts for clients and board level, 
· Agent level targets and delivering KPI's to managers and team leaders
· Scheduling of staff holidays ensuring we have the required FTE to meet client expectations.
· Collection strategy and streamlining services to be cost effective


Professional Scout at Manchester United - August 18 – Present
Working for the club I support within a sport I am hugely passionate about is a dream come true, my role is to identify target players for the Manchester united teams, predominantly dealing with U9-U11 age range, However I regularly attend other age ranges up to u18 level when required.
I receive weekly fixtures and target from the scouting administrators and using Manchester United’s own scouting system to update reports of the games I have attended.
This role also includes networking with other clubs and scouts, working weekends and evenings when requested, at the moment I receive around 10-15 games a month which includes me travelling around East Lancashire some times further.
Director of Lazee Nights – Feb 2019 – Present
I have set my own limited company up called Lazee nights, we sell a wide range of beds and mattresses along with bedroom furniture.
I deal with the day to day running’s of the business from marketing, accounts and operations.
I designed my own website (www.lazeenights.com) using shopify as my Ecommerce site, I also sourced my own product which includes direct home delivery. 
I liaised with a finance company so I could offer finance at point of sale, which made my product more accessible to a wider audience, I set my own sales target of 1 per month which covers my overheads and gives me a modest profit, I am currently exceeding this.
I have also used Google and Facebook ads to promote my business, along with amazon and PayPal as additional payment solutions.
Collections Team Manager - Jul 2013 – Jan 16
During my time as a Team manager I looked after a new team of collection agents and one senior agent. My team consisted of 14 agents in total, I was involved heavy in the recruitment process of my team then training them to the high standards I expect.
I believe agents need to have S.M.A.R.T targets (Specific, Measurable, achievable, realistic, Time-Bound) along with these and through regular monthly incentives and constant daily feedback my team fast became the top performing team in the call centre (Based on 4 other teams)

My other tasks included:

• Running and Scheduling of dialler software to provide telephone agents with calls, also implementing OFCOM regulations to ensure the department is compliant regards drop call rate etc, I am also responsible for the IVR system and day to day running of the telephone dialler.
• Training and developing our telephone agents this includes passing on client instructions and writing or re-writing training documents, making sure they have a clear understanding of all our regulators OFCOM, FSA, CSA, PCIDSS, TCF, LSB.
• Keeping my team up to date with changes in the department, client league tables and team/department performance, creating target spreadsheets and help cards to assist my staff.
• Interviewing and recruiting of new staff members which includes reading C.V’s, telephone interviews and face to face interviews.
• Coming up with strategies/ideas to drive department and team performance also helping to review the business continuity plans.
• Liaise with clients to maintain good working relationships whether this is conference calling or face to face, also taking part in client audits and catch-ups.
• Completing department KPI's and contact centre KPIs for multiple sites and reporting this to senior management and board level.
Collections Senior Advisor - Aug 12 – Jul 13
As a senior advisor my job was to assist and support a team of advisors that collected debt over the telephone, I also case managed certain clients, take manager calls/compliant calls and auditing my teams work to ensure we hit the high standards we aimed for. I also assisted my team leader in updating weekly and monthly figures and individual monthly reviews, I also had the opportunity to interview and train new starters.
Collections telephone agent - May 11 – Aug 12
As a telephone collection agent I was part of a team collecting debt over the telephone, this included inbound and outbound calls, I soon established myself as a top performer exceeding my monthly targets and KPI's earning promotion to a senior advisor.

Bailiff Auditor - Jun 10 – May 11

Auditing bailiff’s work ensuring they meet the targets and SLA’s along with following the law regards collection of debt, I was also reasonable for paying bailiffs. 

Inbound collections – Aug 07 – Jun 10
Collecting debt over the telephone arranging payment plans and dealing with day to day enquires.
Program Management for Airtours LTD – May 06 - Jul 07 
When working at Airtours I was responsible for a team dealing with package holidays to China, mainly speaking to customers over the phone advising them of changes to their itinerary, also issuing refunds or alternative destinations.
Once a month I had to test the system Airtours used to ensure there wasn’t any errors when booking, amending customer’s holidays.

Apprentice Joiner WRnV Howarth’s – Jul 04 – Apr 06

As an apprentice joiner I was responsible for attending college one day a week, completing course work and taking pictures of my work for evidence.
I worked Monday to Friday with college full day on Tuesdays.

Qualifications
Fearns Community sports college from 1999-2004
Science – C,C
English – C
Maths – C
Achieved 8 GCSE’s in total
Rossendale and Accrington college 2004-2006
· Level two in carpentry and Joinery
NVQ Level 4 in customer services (training 2000)
FA Level 1 in coaching football
FA Level 2 in coaching football
FA Level 1 in talent ID
FA Level 2 in talent ID
FA first aid
FA safeguarding children
DBS certificate
I have also attended various in house training courses around management and leadership.

Hobbies and interests

I am a keen family man and love spending time with my family, I also enjoy watching and playing sports, football is a particular passion of mine, I also volunteer coaching kids football at a local grassroots team.


References

Andrew Twine 
Company: Marston holdings Group
Position: Head of Group workforce and planning
Telephone: 07738543166
Email: Atwine@rossendales.com

Luke Fedorenko
Company: Manchester United 
Position: Lead Phase Recruiter u9-u11
Telephone: 07387241361
Email: luke.fedorenko@manutd.co.uk 


Andy Livingstone
Company: Preston North End
Position: Head of academy recruitment and safeguarding 
Telephone: 07799692345
Email: AndyLivingstone@pne.com

