Resume

	SEVERINO RICCI


Date and Place of Birth: 18.04.1968 – San Severo, Foggia

Home Address: Via Vignati 18, 20161 – Milan (Italy)

Mobile phone: (+39) 339 6855514

E-mail: severino_ricci@hotmail.com  
	OBJECTIVE


I am primarily looking for a position in a structured company where to use and implement my professional skills and personal abilities; to face new challenges  and use my creativity and dynamism to better obtain goals in accordance with company strategies. 
	SUMMARY


I have a wide range of skills due to my efforts to keep up to date and grow my professional assets in the Customer Service department of different sectors (Footwear and leathergoods chemical industry, Editorial/Direct Marketing, Pharmaceutical-Meical Device-Csmetics, Food and Auto), with increasing responsibilities in all function areas. My experience is matured both in multinational context, and in medium-sized streamlined and informal organizations. I have obtained goals with professional and personal satisfaction.

Good at implementing innovative projects in the management of Customer Service department.

I believe my professional skills, personal sense of organization, with the ability to clearly lead my team towards the goals we must achieve, is an asset. This is appreciated by companies that needs to optimize cost efficiency with activities planning, in order to improve the service to customer.
	PROFESSIONAL EXPERIENCES


05/2014-to date
  Kenda Farben SpA – Footwear & Leathergoods Chemical Products Industry, Garlasco PV
Role: Customer Service Manager

Job description: Responsible for the management of all Customer Service activities, incoming orders, the supervision of communication from a/o to customers, documentation, the after-market, exports and all the relative  procedures. Additional responsibilities include coordinating with other departments to better satisfy clients' requirements and expectations; resolving important issues concerning customer compliance and other matters, analyzing KPIs, improving qualitative standards. I coordinate and supervise a team comprised of 5 collaborators. Provision of support to the Global Commercial Director in negotiations with foreign clients, above all, assistance with documentation and the after-market.
Main goals obtained and projects realized to date, are:

- New procedures implementation;

- goods return reduction (about -30%);

- reduction of credit notes issued (about  -20%); 

- expediting of export procedures;

- qualitative standards, procedures and communication to customers improvement.
10/2008-04/2014 International Masters Publishers Srl - Publishing Industry, Milan  

 Role: South Europe Customer Service Manager

Job description: Responsible for the management of all Customer Service activities, incoming orders, payments and the supervision of communication from a/o to customers. Additional responsibilities include coordinating with the external legal department to resolve  important issues concerning customer compliance and other legal matters. 

I coordinated and supervised a team comprised of 5 collaborators and 50 agents dedicated to Call Center and back-office activities. I planned and managed inbound and outbound activities as well as negotiated agreements with suppliers for our department's needs.  My responsibilities also included cost reduction strategies, budget management and generating reports to our parent company, KPIs 
analysis and SLA control.

Main goals obtained and projects realized are:

- raise of retention percentage (from 8 to 22%);

- raise of customers’ credit card payments percentage (from 3 to 7%); 

- Customers’ complaints and compliances reduction (from 20 to 3%)

- goods return reduction (from 50 to 30%)

- cost reduction (over € 150,000.00/year saved);

- qualitative standards improvement. 

06/2005-10/2008  Sinclair Pharma  – Chemical, Pharmaceutical, Cosmetics Industry, Milan  

Role: Supply Chain, Logistics and Customer Service Manager 

Job description: Working in the  Supply Chain – Logistics - Customer Service department, I had the following responsibilities: Monitoring of commercialized products to ensure the good flow of the merchandise from production through distribution and the coordination of third-party manufacturers and stock rotation procedures; Cost-cutting strategies and budget management, procurement planning and   supervision of stock distribution continuity; Monitoring and supervising incoming orders, claims, backorders, write-offs and credits activities; as well as Provision of support to the Contracts Manager in negotiations with foreign clients, above all, assistance with documentation, the after-market, exports and all the relative procedures, such as liaison with the Chamber of Industry and Commerce, the Embassies, the Consulates and the international freight forwarders; Computation of internal and external sales 
statistics for the sales networks; Management of the graphics service and the purchasing of raw materials and packaging. 

Main goals obtained and projects realized are:

- physical goods returns reduction (down to -80%)

- reduction of credit notes issued (down to -20%)

- raw materials cost reduction (about -10%)

- expediting of export procedures.

10/2000-06/2005 Teva Pharma Srl - Chemical-Pharmaceutical Industry, Milan  
Role: Customer Service Representative and Responsible for billing processes 

Job description: My main duties consisted of the management of orders for ‘hospital line’ clients, from product dispatch through to issuing the invoice. I also held the position of writer for  the company magazine and managed the related editorial activities, also acting as the main reference point for the Italian subsidiary in the international team set up to manage the editorial contents. This activity helped improve my written and spoken communication skills. 

Main goals obtained and projects realized are:

- reduction of delivery notes per customer (from 5 to 2/day – warehouse used to charge  € 10.00 per delivery note); 

- reduction of credit notes issued in favor of same customer;

- significant presence of articles on Italian site in the In-House Magazine.

03/1993-09/2000 Martignetti Srl -  Food Industry, Apricena (FG
Role: Administrative Assistant and Responsible for the Operating System 

Job description: As administrative assistant for a Food Distribution Center, my duties included accountancy, supplier management, client billing, statistical reports and store checks.  Later on, I was given the direct management of the client base. I was also the company’s contact point for the software house for the management of the AS/400 operating system.

Main goals obtained and projects realized are:

- accurate accountancy;

- implementation of new operating system carried out in a very short time.

07/1989-02/1993 So.Len.Car Srl - Automobile Sector, Foggia   

Role: Sales Manager 

Job description: Sales Manager for an Auto Seat dealership, responsible for car sales, advertising, marketing and administration, in addition to managing relations with the automobile parent company and the banks.

Main goals obtained and projects realized are:

- sales increase (from 15 to 20 unit per month);

- improvement of dealership image.

	EDUCATION


Degree “Degree of Science in Business Management”,  

Earned in 2008 at Ashworth University, Norcross GA – U.S.A.;

Certificate “International Law” 

Earned in 2012 at California Southern University, Irvine – Los Angeles, CA - USA;

Diploma “Accounting and Commercial Specialist” 

Earned in 1988 academic year from the Ist. Tecnico Comm.le “Fraccacreta” in S. Severo (FG) - Italy.
	SPECIALIZATION COURSES


Diploma DM Basic (Direct Marketing Basic Training Course) 

Earned in 2011 at “IMP Training Center” Marbella, Spain;

Certificate  “Issuance, Registration and Correction of Invoices Receivable and Credit Notes”
Earned  in 2002 at Assoservizi, Milan - Italy;

Certificate  “Advanced English” 

Earned  in 1999 at Trinity College London - UK;

Certificate  P.E.T. Intermediate English 

Earned  in 1998 at University of Cambridge - UK;

Certificate  “AS701 - Basic Operating System Course”

Earned  in 1998 at IBM SpA, Florence - Italy;

	ADDITIONAL INFORMATION


Attendance of the seminar on “The Transportation of Cosmetic Products, Aspects and Classification of the Dangerousness of Some Types” held at Unipro-Federchimica, Milan, 2006.

Attendance of the seminar on “Assisted Restocking and Stock Optimisation” held at DI.TECH S.r.l., Bologna, 1997;

Short work experiences in the USA which enabled me to improve my knowledge of the English language and appreciate the American working method.

	COMPUTERS


Microsoft Office System, SAP, AS/400, SIAD, BPCS, COPS, Internet 

	LANGUAGES


Italian: 
Native Speaker
English: Fluent Written and Spoken

French: 
Basic

	SPORTS and HOBBY


Skiing, Hiking, Roller-Blading, general Fitness

Travel, cinema, advertising, reading, communication texts, English- language communication texts 

	PERSONAL CHARACTERISTICS


Excellent relational and organisational skills and a flexible approach. Naturally communicative, I like being in contact with people and working as part of a team. I have a creative and open mind-set, as well as being curious. I am precise and able to concentrate on the task at hand, while working well under pressure. I have got good knowledge of accounting, marketing and communication aspects. My strongest passion is the English language and I am available to travel on Domestic and International business trips for extended periods, if necessary. 

“The applicant authorizes the treatment of the personal information contained herein pursuant to Italian Law 196 of 30 June 2003”
