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	studies 09 1994 – 06 1999 Moscow State University, Faculty of Philology

	

	work
2010 — present time, head of CRM service, "Yandex"
 

	2010 chief economist, Customer base management division, "Sberbank of Russia"
PM of the "Retail CRM" project" on the business side.

	2004 — 2009 director, leader of call centers and CRM competence, JSC "CRM-Design": 

implementation of call centers, CRM and Service Desk solutions for telco, insurance, banks, transportation, retail, info service and other industries:

· working out of change or implementation conception for single point of service or distributed system among one or several countries

· complete tracking of implementation process from project team forming to post-implementation period
· multiple implementation of specialized solutions like IVR systems, information management systems, e-doc systems
Implemented projects: call center conception for "Aeroflot" and "TransTeleCom", turnkey launch of call center for "Continental", "Vopros-Otvet (34)", "Y-Club", "NKG", business processes reengineering and call center upgrade for "Tele2", "Comfortel", "Summa Telecom", "Baltinvestbank" and others.

	2001 — 2004 leading specialist, Planning and Development department, JSC "Vympelcom" (TM Beeline):
· e-doc systems and news systems launch and support; Clarify CRM launch in 7 regions;

· office service expenses reducing programs

06 2002 — Certificate of Recognition "For significant personal contribution to billing system Amdocs Ensemble launch"

	2001 — 2001 senior specialist, Customer Care Support department

· informational and technical Customer Care support

· Customer Care trainings

· IVR system launch and support

· Informational resource of Customer Care creation and support

12 2000 — Certificate of Recognition "Ideas generator"


	1999 — 2000 operator, Call Center: customer support
1997 — 1998 personal assistant, "General Project Management" company: office work, interpreting, correspondence, co-operation with customs and other state bodies
miscellanea
experienced in working with people (English tutor for 5 years); good managerial skills
pc
advanced user (MS Windows, MS Office, Lotus Notes, web design); fast typing
driving license
since 2002, own a car
language skills
perfect Russian, fluent English and spoken Ukrainian
personal
initiative, purposeful, vigorous


