David Michael D’Arcy

PROFILE:


An experienced & versatile Customer Service Professional with a proven track record of success within a range of commercial market sector organisations.

A quality leader, with a track record of success, works at senior levels up to and including director level.  With knowledge of single site and multi location operations as well as in source and out source relationship management. 

CAREER HIGHLIGHTS:

· Developed off shore based customer support management function for major ISP

· Delivered training& operational changes to drive significant improvement in sales conversion rate and product mix for leading digital media organisation

· Implemented strategic campaign management program for leading ISP
· Directed re-design of Customer Service activity within the Uk’s largest charity

CAREER HISTORY:
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Orange Home UK – St Albans

HEAD OF CUSTOMER MANAGEMENT (Fixed Term Contract)
Mar 08 - Present
Challenge:

· Manage ongoing “Keep” and “Grow” activity for Orange home customer base

· Drive Improved save rate and reduce Churn

· Drive improvement to CVA (Customer Value Analysis) score

Achievements

· Delivered save rate increase from 49% to 64% in six weeks

· Reduced Churn to lowest recorded percentage in June 2008

· Implemented root cause analysis process to identify cancellation drivers

· Drove increased CVA performance for LLU (Local Loop Unbundled) customer base





Sky Broadband SA – Luxembourg / Scotland / London               Mar 07 – Mar 08

CUSTOMER SUPPORT MANAGER (Fixed Term Contract)

Challenge:

· Implement contractual management processes between Sky BBSA (LuxCo) and BSkyB customer facing operations

· Design and implement operational interfaces and reporting mechanisms between all stakeholders

· Review tele-sales operational process

· Review Knowledge and change management process

Achievements:

· Implemented contractual management processes and operational interfaces between partner companies
· Introduced “Knowledge Governance” group to ensure increase control of change

· Significantly reduced the repeat call volumes as a result of changes made to the in house knowledge management solution

· Delivered an improved sales training package that directly resulted in improvements to conversion rates and product mix




AOL UK – Waterford, Ireland / Hammersmith


Mar 06 – Mar 07
INTERIM LOYALTY AND RETENTION DIRECTOR (Fixed Term Contract)

Challenge:

· Fixed term contract to introduce proactive and reactive retention and loyalty programme. 
· Design and Implement full campaign management program
· Build communication process between Marketing and multi site Customers Service, 
· Redesign in bound sales operation including training, process and incentives
Achievements:

· Delivered 22% improvement in 90 day retention metric in a four month period

· Designed and implemented Campaign management process ensuring seamless interaction between Marketing and Customer Service.

· Managed the liaison between multiple sites both on shore and off shore 

· Delivered Sales re-design resulting in a 25% uplift in inbound conversion rate 




Cancer Research UK – Central London



Jan 05 – Mar 06
HEAD OF CUSTOMER SERVICES (Fixed Term Contract)

Challenge:

· To maximise the potential of the Customer service operation. Ensuring quality process and system use. 

· To maximise automation opportunities  

· Improve cost and service efficiencies using appropriate outsource opportunities and integrating other of duplication 

Achievements:
· Completed process review and implemented ongoing process improvement programme

· Directed operational re-design of Customer Service Activity in financial year 05/06

· Reduced year on year operating cost by 20% whilst improving performance measures by up to 75%




Vodafone UK Ltd – Newbury, Berkshire     



  Jul 2002 to Dec04                                                                 

BT MOBILE VIRTUAL NETWORK OPERATOR SUPPORT MANAGER 
Sep 04/Dec04

Challenge: 

· To set up the Third line technical support operation to assist BT Mobile in their operation of the nations largest virtual network

Achievements: 

· On time and budget delivery of scoped task. 

· The development and implementation of all operational processes. 

Vodafone UK Ltd – Newbury, Berkshire     

CASE MANAGEMENT MANAGER:





Oct 03/Sep 04

Challenge:

· Design and implement structural and process improvements to the internal IT & external Cellular helpdesk operations. 

· Introduce a customer centric focus and develop a programme of best practice and continuous improvement.

Achievements:
· Improved SLA performance against KPI’s by more than 35% within a 6 month period
· Identified organisational weakness linked to structural misalignment
· Conducted an outsource supplier selection programme for non-core business activities and managed outsource transition
Vodafone UK Ltd – Newbury, Berkshire     

CUSTOMER SERVICE MANAGER / CONTACT CENTRE MANAGER: 
Jul 02/Sep 03

Challenge:

· Manage the day-to-day customer service and contact centre activity. Improve the “TRI*M” satisfaction index from 51 points, to the average of 66. 

· Introduced a programme of employee feedback

Achievements:

· Developed improvements to raise levels of Customer and employee satisfaction

· Introduced Monthly staff “Temp Checks” and “Customer Service Forums”

· Improved “TRI*M” index to 72, the highest score in Vodafone
 


Fujitsu Services Census Processing Centre – Cheshire            
 Nov 00 to Jul 02

CENSUS KEYING MANAGER / DUTY OPERATIONS MANAGER 





Challenge:

· To design, implement and operate the processing centre operation for the 2001 Uk Census. Including process, recruitment, training and ongoing management. 

· Deliver the output data within the agreed timeframe and cost budget.

Achievements:
· Design and implementation of all operational processes between 

· Recruitment of 1500 contract staff to cover a 22 hour daily operating window

· On time completion of all data processing and delivery

EARLY CAREER INCLUDES:
· Business Manager



Healthcall Services Ltd
1999-00

· Various Management roles


Initial Textile Services

1992-99

· Technical Field Sales Representative

Charles Wilson Engineers
1991-92

· Sales Executive – 



Burnham Garage

1990-91

· Branch Manager – 



Frank Goddard & Sons
1988-90

· Accounts Assistant –



Initial Textile Services

1985-88

PROFESSIONAL:
· Customer Service Management
· Relationship Management
· General and Operational Management
· Financial Control
· Teambuilding and Leadership
· Training and Development
TRAINING & QUALIFICATIONS:
· Secondary School education

· Various internal and external training courses

· MS Office, Word, Excel, Outlook and Explorer skills

PERSONAL DETAILS:

· Date of birth – 8th March 1969 

· Excellent references available on request

