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	Drs L.J. (Han) Wesseldijk

	
	Gerrit van der Veenstraat 137 Huis

	
	1077 DX Amsterdam

	
	+31653939228

	
	han.wesseldijk@xs4all.nl 

	
	7 May 1954
Married, one son


	Competencies & professional skills

	· Strong analytical skills
	· Broad management experience

	· Focus on cooperation
	· Project and change management

	· Natural leadership
· People manager
	· Strong commercial skills
· Team player

	· Decisive and determined
	· Lean change programmes

	· Builds bridges
	· 19 years’ management experience

	· Creates and seizes opportunities 
· Stress resilient
· Empathic
	· Independent interim manager for 13 years
· Communicator
· Effectively handles politically sensitive situations


	Profile 

	Han is an enthusiastic, energetic people manager who motivates managers and co-workers to act as a team and achieve results. 
High-quality service to customers, as well as efficiency, customer satisfaction and employee satisfaction are his drivers. He has many years’ experience in developing and managing Contacts Centres at major service providers such as Casema, BelastingTelefoon, consumer organisations, large municipalities, hospitals and healthcare institutions, some of which comprise in excess of 150 seats.  
Han is strongly focused on the development, improvement and management of customer contact, as well as on quality, service, cost control and customer satisfaction. 

	Expertise/assignments

	· General management
· Crisis and change management;
· COPC Registered Coordinator
· Lean implementation management
· Project management (Prince2)
· Information management: dashboard, KPIs;
· ITIL and Integrated Service Management (ISM)
	· Quality management (ISO-9000, EFQM, INK); 
· Marketing management
· Financial management
· Personnel management
· Facilities management
· BPR, CRM, Operations Research 
· Internal control
· Web development

	
	

	Sectors

	· Healthcare
	· Cable providers

	· Municipalities
	· Banking

	· Public sector
	· Consultancies

	· Business
	· Commercial services

	· Consumer organisations
	


	Overview of interim assignments

	04-2009 / 02-2011

	Zaans Medisch Centrum Zaandam

	General hospital with 1,500 staff

	

	Interim Project Manager at Customer Contact Centre

	Key results
The project’s key result was achieved at a CCC (Customer Contact Centre), a front office and back office with a dashboard based on KPIs. Handling 75% of incoming telephone calls for outpatient clinics at one central location relieved the outpatient clinics and gave them more time for their core duties. The CCC delivered dramatic improvements to the hospital in terms of telephone availability (80%/20sec), patient satisfaction, higher efficiency, reduced costs, higher quality of services and higher production output. 


	02-2009 /09-2010

	Zuidzorg Veldhoven

	Home care organisation with 3,000 staff in the east and heart of the Province of Noord-Brabant


	Interim Project Leader Contact Centre


	Key results
A strategy document with ZuidZorg’s vision on service, an action plan for the development and implementation of appropriate customer contact operations and implementation of the envisaged customer contact operations.


	08-2009 / 01-2010

	Municipality of Nieuwegein


	Municipality with 450 staff

	

	Interim Programme Manager Customer Contact Centre


	Key results
Drafting a plan of approach, project organisation, including a financial chapter concerning the required investments. Implementation of Customer Contact Centre in accordance with Antwoord© growth path.


	12-2007 / 09-2010

	Municipality of Eindhoven


	Municipality with 2,200 staff

	

	Interim HRM Project Leader and Management Coach


	Key results
Strategic plan and plan of approach for setting up the Customer Contact Centre. Subsequent setup of fully-fledged Customer Contact Centre in accordance with Antwoord© and COPC.
Followed by coaching the management and team leaders of the Customer Contact Centre segment on all management aspects within Antwoord©.


	09-2007 / 11-2008

	Zuiderzeeziekenhuis Lelystad Emmeloord


	General hospital with 1,200 staff

	

	Interim Programme Manager  Contact Centre


	Key results
Fully-fledged Contact Centre environment which took over a substantial part of customer contacts from the outpatient clinics as regards appointments and information queries. 


	12-2006 / 09-2007

	Vereniging Eigen Huis, Amersfoort


	Vereniging Eigen Huis promotes the interests of all Dutch homeowners, in particular those of its 800,000 members. The association has 350 co-workers.

	

	Interim Operations Manager / Interim Director
Key results
Interim director at Eigen Huis Bouwkundig Advies BV. Doubled the number of structural surveys and profit. 

	

	08-2006 / 12-2006

	Overheid heeft Antwoord©, The Hague


	The ICTU programme ‘Contact Center Overheid’ (later incorporated in the programme ‘Overheid heeft Antwoord / e-Overheid voor Burgers’) supports municipalities in the introduction of the Antwoord concept: municipalities as the front office for the entire government.

	

	Interim Project Manager


	Key results
A learning environment with 10 municipalities evolving into a Customer Contact Centre that latches on to the policy and approach of Overheid geeft Antwoord©. The knowledge and experience gained during the learning period is used for the nationwide rollout for all 450 municipalities in the Netherlands. 

	08-2005 / 05-2006

	BelastingTelefoon Leeuwarden and Hengelo

	BelastingTelefoon is part of the Dutch Tax and Customs Administration. It answers questions from private individuals and business owners about tax returns, premiums and supplements. 

	

	Interim Branch Manager / member of the National BelastingTelefoon Management Team 


	Key results
Location manager at two new branches/front offices for the Tax and Customs Administration, each employing 400 staff. Setting up and putting into operation a new front office with 250 seats and 400 staff in Leeuwarden.  Subsequently, as branch manager in Hengelo, preparing and implementing the Income Tax work flows of the regional tax offices at the new Hengelo branch with 250 seats and 400 staff.


	Other work experience


08-2004 / 08-2005:
School of Technology INHOLLAND University Netherlands
Interim Study Programme Manager Bachelor of ICT
08-2002 / 09-2004
Prosecution Service Traffic Law Enforcement Bureau Soesterberg
Interim Head of Operations
10-2001 / 05-2002
Wolters Noordhoff / Wolters Kluwer Groningen
Interim Programme Manager Digicoach

09-1999 / 05-2001
Casema (Ziggo) NV Delft and The Hague
Interim member of the Managing Committee at Customer Service

Organisation
08-1998 / 06-1999
MeesPierson NV
Interim Manager of the IT department and MT member
09-1987 / 08-1998
IMK Nederland BV Hoofddorp
Management Team member and Account Manager 
10-1986 / 08-1987
KPN Telecom and The Wissema Group The Hague
Management Consultant
06-1984 / 09-1986
Stichting Gelder-Kennis Nijmegen
Director-Manager
	Education

	Education
	Degree 

	Radboud University in Nijmegen
	Bachelor’s degree in Dutch Law

	RSM Erasmus University in Rotterdam
	Master’s degree in Business Administration

	Courses

	Course
	Certificate 

	COPC Registered Coordinator 

Quality Assurance Certified Auditor ISO-9000
Project Management (Twijnstra & Gudde)
Process Management
	Yes
Yes
Yes
Yes
Yes

	Other activities/management positions

	Period
	Position 

	1999-2006
1993-1998
	Chairman of Vereniging Eigen Huis Torenwijck Amsterdam
Secretary and treasurer at Stichting GO

	2007-present
	Chairman of PR Committee Rotary Club Hilversum 3, Hilversum


	Languages

	Dutch: native speaker
	

	English: excellent writing and speaking skills
	

	German: reasonable writing and speaking skills
	


French: reasonable writing and speaking skills
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