Curriculum Vitae

Name:                           Darren D. Esposito






Work Address: 
Telephone House


Home Address:

                PP 2BTD



Quarry wynd cottage


21 Ward Road



Ballindean
                        Dundee



            Inchture



DD1 1BA



PH14 9QS
Work Tel:

01382 302275                                     Home No:

                                                                                                01828687952
Date of Birth:                14.02.1977                                         Mobile No:

                                                                                                07707218120

Driving Licence:
Full, clean.

Career History
September 2005 - Present                 Broadband Home mover Customer Service Advisor

                                                          BT Dundee Customer Contact Centre 

I was selected to be up-skilled to join the first Home mover’s team then up skilling again to Broadband Home mover’s, within the Consumer Sales Site. I accepted the new challenge as I felt it would amalgamate all my skills which I had developed since joining BT and bring them together, allowing me to achieve the challenging targets.  The main responsibility within this role is to make the customers transfer of BT service as seamless as possible while selling products and services, which can benefit the customer and increase revenue for BT. Within every team I have always taken the sales lead role to create and boost sales. I will always share best practise with other colleges to increase sales not only in my team but in the Site and U.K. I was also one of the leads on the design of Advisor tick sheets within the Dundee site. I have been recognised for my continual high sales by my manger and also Jon Bennet and Trevor Charlton. I challenge my self to be the best and inspire those around me to be the best too. I motivate my self and in doing so motivate others, whilst taking into account the BT values. I strive to be the best at every thing I do and I will research and use all resources to get this right. As part of my role I under take in coaching a sit bys to ensure that best practice is followed sharing my hints and tips. Due to this I have in the past undertaken in floor walking around the UK. Coaching new entrants in the correct process and best practice. This encourages and this apart of the job challenges me as I have to adapt my coaching and training to the needs of the person I am with. I have been recognised for my efforts as every team I have floor walked has achieved there targets with in 1 week of training.
March 2005 – September 2005              Helpdesk 1 Customer Service Advisor

                                                             BT Dundee Customer Contact Centre 

The opportunity to move to this role evolved, following my achievements as a Credit Management Advisor. I was one of the first to under-go the training from Credit Management to Helpdesk 1. This role allows me to use my billing expertise, problem solving skills and my excellent customer care behaviours to ensure that each customer is very satisfied with my actions by the end of their call to BT. This is achieved through effective questioning and listening, which allows me to suggest appropriate solutions to my customers needs which are beneficial to both them and BT. I actively promote products and services to my customers, which ensures BT is seen as the natural choice for communications provision. This is completed whilst adhering to the BT Values and the ‘My Customer Promise’ initiative, which was rolled out across BT Retail, several years ago. As well as consistently achieving my productivity targets, I am also a key team member who carries out additional tasks such as; Customer Satisfaction Rep and Sales Rep, all of which aid my Manager in achieving performance across the entire team.  

For the second year running, I have taken part in the ‘My Customer Challenge Cup’, which looked at Customer Satisfaction Improvement. The team I was a member of, qualified for the semi-finals in July 2005, which gave us the opportunity to present our suggestions to the Senior Judging panel.  

January 2003 – March 2005  
Credit Management Customer Service Advisor

                                                            BT Dundee Consumer Billing Contact Centre

Predominantly an on-line role, responsible for delivering payment solutions to both business and residential customers. One of the key functions was to ensure early revenue collection by a variety of methods, which were beneficial to both the customer and BT. Customer focus, self motivation, team working, problem solving and excellent communication skills are key requirements which I developed and used throughout my time in this role.  As a result I received recognition for my ability to promote the ‘Pay and Call ‘product to appropriate customers, have taken part in trials relating to this and have had opportunities to mentor new entrants, which has allowed me share my skills and knowledge with others. I was also actively involved in the ‘My Customer Challenge Cup’ and assumed the role of Team Leader within my group, which looked at the promotion of the Pay and Call Product to increase customer awareness and buy- in. My team won the local prize which was created for the Dundee Site.     
November 1996 – January 2003           British Nursing Association

                                                             Part-time Care Assistant

Working as a Care Assistant at a senior level within a variety of care settings, where and when required. My main responsibilities were to ensure the residents were provided with 24 hour care, feeding, cleaning and clothing as well as tending to their individual needs. I also organised residents daily activities in order to stimulate and exercise, utilising experience I gained whilst working in other care environments in Ashludie Hospital, Bughties Nursing Home, Balcarries retirement Home and with Capability Scotland.   

August 2002 – November 2002  
French Connection

                                                             Retail Supervisor
As well as serving the public in this busy chain store, I was responsible for managing staff in the Manager/Assistant Managers absence. My key responsibilities were; motivation of Staff to ensure that daily store targets were achieved, conducting staff appraisals, effective handling of customer complaints, tracking cash and banking of monies, stock control and the visual aesthetics of the store.   






July 2001 – August 2002                        Starbucks Coffee Co.

                                                               Shift Supervisor

I was primarily responsible for the delivery of outstanding customer service, through the use of my communication and interpersonal skills. I co-ordinated and managed shifts, took accountability for all transactions, undertook staff training, managed stock control and ensured the cleanliness of all machines/equipment and premises were maintained to a high standard. As a result of my successes within my own store, I was also selected to be a trouble-shooter for other stores, which involved working in a proactive manner to ensure the smooth running of the operations whilst moving the business forward by offering advice and solutions to colleagues, all of which aided continuous improvement throughout the business.

Education, Qualifications and Training

1988 – 1994                                                 Standard Grades:

Carnoustie High School   

    Chemistry, Computing Studies, Craft & Design,

                                                                     English, Geography, History and Mathematics

                                                                     Scotvec Modules:

                                                                     Communications Level 3, German 1, Play & 

                                                                     Theatre Appreciation, Analytical Drawing,

                                                                      Religious Studies, Core Mathematics 4 and

                                                                      Introduction to Literature  

1994 – 1995                                                 Undertook and gained a GSVQ Level II in Care

Dundee College                                           (passed and gained 13 grades of honour merit)

2000 – 2001                                                Undertook a BSc (HONS) Health & Behavioural  

Abertay University, Dundee                        Science

	Additional Information


I am a dedicated and enthusiastic individual with the ability to work as part of a team as well as on my own initiative. I enjoy proactively providing solutions for customers, whilst motivating myself and others to do the same, with the objective to work towards and achieve continuous improvement.

In my spare time I enjoy socialising, dining out, foreign travel, reading and home entertainment.

I also suffer from a minor form of dyslexia, however I have overcome this disability and it has no bearing on the performance which I deliver in any job role. 
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