Emmanuel MUNOS

DOB: Sept 4th 1979

Address: 60 rue Mestrezat 

 33000 Bordeaux

Mobile: 0033 688164893
E-mail: emmanuelmunos@gmail.com
Professional experience
Oct 07- Juil12:
Pocketkings Limited (Full Tilt Poker) - Dublin

French Localisation and Copywriting
· Software Localization

· Website Localization

· Databases Localization

· Marketing Communications and Newsletters
· Communications and Customer Service Templates

Jan09-Jul12 :
 Pocketkings Limited (Full Tilt Poker) - Dublin

 Project Manager – CRM and Customer Service Optimization
· Analysis and Optimization of Operations Procedures
· Thorough knowledge of the Game Features and Promotions

· Impact assessment of new features and promotions in Operations

· Project Management and Design of new features to enhance productivity, quality and ultimately provide a better player experience

· Writing of functional specifications for various projects
· Liaising with Marketing, Business Intelligence, IT and QA

· Key role in operations for the design and launch of Full Tilt Poker.fr and Full Tilt Poker.it

· Communications of new products (staff and Internet communities)

· Training of Operations Management for new products and tools
· Reporting for the Senior Operations Manager: Business Impact and Benefits
Oct07-Dec09: 
Training and Quality Supervisor - Customer Service (Staff: 215 employees)
· In charge of the training team (3 trainers) 
· Creation and enhancement of training procedures for Customer Service
· Design and Development of new tools :
· Resource Management database for Customer Service Management

· Web based knowledge base including over 400 articles for Operations

· On Call, when required for the Customer Service Operations
Jun06-Oct07:
Vivendi Universal Games – Dublin


Quality Assurance and Localization Analyst (French & Spanish)
· Troubleshooting and bug reporting for Vivendi Universal Games

· Games: Crash Bandicoot, Spiro, Scarface, Eragon, Mach

· Platforms: PS3, PSP, Xbox, Wii, DS
Aug05-Feb06:
Euro RSCG Company (Lille) / Havas Group
Communications Assistant

· Creation and implementation of Public Relations operations and strategies

· Design and writing of press kits and press releases
· Project studies, market research and news watch
· In charge of a portfolio of customers

Jan04-Apr04:
Colas Nord Pas de Calais / Picardie 
Communications Assistant

· Organisation of the company’s annual congress (1,000 attendees)

· Design and production of media communications (leaflets and ads)

· Research and writing for the company’s newsletter 

Jun03-Aug03: 
Trip Surf Magazine 
Editor’s Assistant

· Research and writing of various articles

· Organisation of three events

· Golf contest for the magazine’s advertisers
· ASR Europe Trade Expo (Action Sports Retailer)

·   Trip Surf’s communication during the “Lacanau Pro” contest
Education

2002-2005:
I.S.T.C in Lille (Institute of Strategies and Techniques of Communication)
· Master’s degree in Marketing Communications 

· I specialised in:  Public Relations, Advertising and Direct Marketing

· Subjects covered also included Brand Strategy, Psychology and Sociology, Lobbying, Economics, Financial Communication.

· I was involved in many team projects, and had to regularly present our work to an audience.

· FYI: http://www.istc.fr
2000-2002:
ESC-Lille School of Management 

· Subjects covered included Marketing, Sales Strategy, Human Resources.

1998-2000:
Preparatory Class for High Schools of Management and Business
· Two years intensive course for competitive entrance exams of High Schools of Business

· Mathematics (probabilities, statistics), Economics, General Culture and Philosophy.

1997-1998:
Baccalaureate (Scientific)

Skills
Languages:
Trilingual French (Mother Tongue), English and Spanish
IT Skills:


· Adobe software: Photoshop, Illustrator, Indesign

· Video: Camtasia, Screencorder
· Microsoft Office: Outlook, Word, PowerPoint, Excel, Access

· Web: Creation and development of an Intranet with Joomla (design & contents). Over 400 articles and videos
· Database : Creation and development of a resource management database with MS Access
· WireFrames: Balsamiq, Visio
· Understanding of client, web, database and middleware technologies 
Project Management experience:
· Projects covered: Client features, affiliates, bonuses, promotions, tools, payments, procedures enhancement, reporting and analysis enhancement, support (help center, live chat), fraud, security and Cashier
· International/Multilingual projects

· Compliance: Kahnawake, AGCC, French (ARJEL) and Italian (AMMS) Clients
· Creation of business cases, functional specifications and test plans

· Managing/prioritizing  multiple projects simultaneously
Other Skills :

· Self Starter

· Fast learner

· Handle heavy workloads and multiple tasks
· Meeting strict deadlines
· Analytical and problem solving skills

· Excellent interpersonal and communications skills
· Proven ability to drive projects across multiple departments and stakeholders 
· Excellent written and verbal communication skills, both in French and English
