Oscar Escarcega Rivera
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___________________________________________________________________________
Objective: 
Obtain a management or director level position in leading company where I can continue to exploit my skills and abilities while fostering a positive work environment.  All geared towards reaching and exceeding client goals and metrics.
Service Delivery Director with 9 years experience in the Telecommunications customer service field.  International experience in several markets and countries such as United States in the California market, in customer care centers in Manila Philippines, Leon Guanajuato, Guadalajara Jalisco in Mexico.  
Posses strong experience in leading the financial functions and peak performance of operations with up to 650 employees.  Continuously exceed the revenue targets on a monthly basis. Recognized for ability to identify continuous change actions to reduce cost, improve quality and satisfaction survey results, and increase profit margins. Supervised, lead, and managed up to 35 direct reports with responsibilities in financial reporting, planning, forecasting, constantly meet client contractual expectations . Led growth of program from 200 employees, to 650, and opened new 4 lines of business in customer care project all while exceeding client expectations. Enjoy driving new improvements.
Key strengths include:
· Process Improvement
· Leadership
· Financial and Operations Management
Management Philosophy
As an experienced Director I have full understanding of the need to continuously adapt to new situations, different learning or leadership styles from members of the team, direct reports or when you are dealing with a direct client.  Each situation, client, team member or direct report may require a very distinct management style and I can adjust and adapt accordingly to ensure success and motivation.
In general terms my management philosophy could be defined as “permissive democrat”.   Through out my 9 year career in the customer care field have come to fine tune and polish my management philosophy to be one that fosters decision making, and target setting, by all the leaders of the team and also allow direct reports   and allowing others the freedom to carry out their tasks.   
Examples of Accomplishments
Process Improvement
In the 6,5 years I have served in different positions for a fortune 500 telecommunications client. In the last 2 years as the program director I have created and lead the following process improvements
· With in this client account that I have worked on for the last 6,5 years I have managed and directed sites in Manila Philippines, Leon and Guadalajara Mexico
· In each of the 3 sites during my service I have driven each of the individual site to be in the top 5% of internal and external sites in the clients core customer satisfaction surveys
· Constantly met key performance indicators
· Created and applied supervisor score card that the program was lacking at the time of my arrival.  This score card has been used to identify areas of improvement in order to better manage and coach sups to ensure metric improvement.
· Lead and implemented service solutions (sales) improvement program.  Before the program was implemented we were not reaching sales targets.  With in 60 days we were exceeding targets and leading the enterprise.
· FIRST CALL RESOLUTION Mentor Program:  developed and improved performance management process in order to set new FCR benchmarks in the enterprise.
· Performance management and continuous improvement program deployed in the operation to ensure we reach goals set by client.  
Leadership
· Lead and managed the Manila Philippines Nextel Site in 2004 creating improvements in all KPIs going from 35% KPI achievement to 90% KPI achievement.
· Due to improved performance in Manila we where authorized growth from 150 FTEs to 300 FTEs
· As the Sr Ops Manager of the program in the Leon site I lead the team to reach 1st place in 5 of the 9 key metrics for the client.  Have lead the team to set new benchmarks in all the clients internal and outsourced sites.  
· Increased FTEs from 250 in early 2006 to 650 by mid 2007
· Received best FIRST CALL RESOLUTION recognition from client for all 2007
· For 2008 I have been the Program Director for the Guadalajara Mexico site at the time of my arrival in March of 2008 our site was ranked 72nd out of 76 sites in customer satisfaction surveys.
· Through process improvement action plans and leadership development programs  for all of 2008 we ranked in the top 10 client sites and the top site for the last 6 months of all Teletech sites. 
· Focused on results through leadership development and team work
Financial and Operations Management
· Due to continued positive performance and the program growth from 250 FTEs to 650 FTEs we were able to increase revenue from 500 K to 1.7 million dollars monthly
· In my 2 years as  a Program Director we have opened 4 new lines of business  for the client
· Our site is seen as a benchmark by client
· Direct and manage the  highest revenue generating programs from a sales perspective
· Reduce costs through yellow belt six sigma programs
· Decreased employee attrition from 9-11% to 4-5%
Career History at Teletech Last 6.5 years
Program Director December 2007 to January 2009  Guadalajara Sprint Nextel Program 
· Responsible for financial management and operational excellence of program with 450 agents. 
· Lead the site from a bottom performer based on 3rd party satisfaction surveys to be a top performing site reaching and setting new benchmarks
· Recognized as a top performing site
· Recognized for efforts to identify new processes to improve quality, reduce costs, and increase margin. 
· Managed the operation and was able to the effectiveness of the operation while meeting and exceeding clients needs
· Fostered excellent and positive relationship with the client
· Represented the site at the Teletech and Sprint level as the Site Director
Sr. Operations Manager Jan 2006 to December 2007,  Leon Sprint Nextel Program 
· Responsible for financial management and operational excellence of program with 650 agents. 
· Recognized for efforts to identify new processes to improve quality, reduce costs, and increase margin. 
· Managed the operation and was able to the effectiveness of the operation while meeting and exceeding clients needs
· Developed direct report OM, Ops Leaders and supervisors
· Fostered excellent and positive relationship with the client
Operations Manager  in Manila 2005-2006  ,Teletech. Sprint Nextel Program
· Responsible for the operation from a KPI perspective
· Managed 450 agents, 25 supervisors and 3 Jr. Managers
· Supported and met our clients needs
· Performance management, analysis of programs performance
· Development of direct reports 
· Outliers management process
· Developed and implemented new processes to improve performance
Operations Supervisor June 2003- January 2004, Teletech Leon Sprint Nextel Program 
· Supervised up to 25 people. 
· For 5 of the 8 months I achieved the best team and top supervisor award
· Leader among supervisors
· Constant achievement of programs goals
· Recognized as most profitable supervisor by ensuring low ABS, and high schedule adherence
CSR May 2002-June 2003, Teletech Leon Sprint Nextel Program
· Always in top 5% of agent population in performance
· Recognized for outstanding performance and discipline
· Recognized as top agent for 2 months in a row
Career History GTE Wireless 
Sales Manager October 1999 -April 2002, San Diego California
· Recognized as top sales representative for 5 months in a row
· Promoted to shift manager
· Had top sales team in the region
· Recognized as top customer care store for 2 years in a row
Languages
· English 100%
· Spanish 100%
Education
· San Diego State University, 
· Mira Costa College in San Diego California
· eCornell University Courses on Leadership development
· Six sigma yellow belt programs
· White belt certification

· COPC
· High School Diploma
Torrey Pines High School 1994
