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Fabienne VLOEBERGHEN

11, rue des Compagnons

1030 Brussels

Tel: +32 477 355 299

E-mail: fabienne.vloeberghen@gmail.com
Born on October 26th, 1971 –  2 children

COMPETENCIES AND AREAS OF INTEREST

* Quality Management



* Communication Management
* Project Management



* Process Management & re-engineering
* Change Management 



* Service Level Management
* Customer Service Delivery Management 


* People management, handling multicultural, cross-functional and virtual teams

PROFESSIONAL EXPERIENCE
January 2015 – Today : Change & Quality Manager @ Proximus
· Conceptualisation, launch & deployment of a quality programme throughout RES & SE sales department (1500 sales forces). 

· Deliver optimal Customer Experience through increased sales force support.
· Intake, analyse, management & feedback loop of structural improvement proposals communicated by Proximus sales force. Each Improvement initiative is handled in Project management modus.

· Set-up of Cultural Change programme throughout the sales department.
· Facilitate a behavioural change of the sales force in order to fully support the Proximus Sales strategy and deliver a delighted Customer Experience. 
· Management of the Voice of the Customer @ SLS programme :
· Active contribution to the Proximus Customer Centricity Programme aiming to re-engineer the current Customer Satisfaction processes. 
· Monthly KPI consolidation of the Sales Customer Satisfaction results (IVR, e-survey), centralisation & follow-up of the sales channels improvement actions.
May 2009 – December 2014 : Quality Manager @ Proximus
· In charge of the deployment of a Quality programme throughout the Proximus Technical Customer Help Centers. 
· Increase Technical Customer Help Center efficiency through  :
· Continuous operator support & focussed coaching.
· Bottom-up, handling, implementation & feedback loop of structural improvement proposals communicated by the call center agents.
· Set-up & management of KPIs dashboard for a.o. customer satisfaction & first time right.

· Managing a team of 6 Quality Managers responsible for the Quality follow-up in the 8 Customer Help Centers.
1999 – April 2009 : Customer Service Delivery Manager @ Proximus 
· In charge of Large & Major Accounts such as Accenture, European Institutions, Federale Politie, Fortis, IBM, VMMA, Atlas Copco, Astrid, Athlon Car Lease, Caterpillar.
· Quality management of the customer ICT solution. SLA reporting & management of the required Service Improvement Programmes.
· Tactical relationship with the customer, account manager & third party.
· Project Management for changes to the tailor-made ICT solution.
· Set-up of the Service Delivery Management department (> 50 employees).  
· Recruitment of Service Delivery Managers & Service Level Officers.
· Development of the service catalogue & bid management tool. Development & standardisation of SLA reporting.
· Managing a team of  Service Level Officers & Service Delivery Managers.
· Pre-sales activities for Customer Service Delivery Management offering. 
1996 –1999  : Management Assistant to the Technical Support Director @ Proximus 
1994 – 1996 : Management Assistant to the Head of Unit of DG Education, Training & Youth @ the European Commission
1993 - 1994 : English & Dutch Teacher @ Institut Don Bosco – Brussels
ADDITIONAL TRAINING & SKILLS
· Business Management Certification

· Bridge ITIL V3 Fundamentals Certificate ITIL V2 Fundamentals, Service Level Management, Incident Management/Service Desk and Change Management.

· Practical experience : Virtual Project Management Tools, GTD
· Basic knowledge : Lean, Six Sigma, Prince2, KANBAN, Agile & Scrum, ADKAR Change Management 
· Microsoft Office  : Word, Excel, Powerpoint, One Notes, Sharepoint daily usage.

· Apple daily usage
EDUCATION

Institut Supérieur Catholique Pédagogique 
1990-1993: Agrégation Enseignement Secondaire Inférieur Dutch & English
Institut Libre Marie Haps 

1989-1990 : Italian & English translation

LANGUAGES
· French: mother tongue

· Dutch : “father” tongue
· English: excellent knowledge

· Italian: advanced knowledge 
Member of the Cercle Olympe Brussels (link)
Member of the Brussels Business Club (link)
