DAVID ROSS 
______________________________________________________________________

Sr. Manager with 13 years expertise in turn around process management.

SYNOPSIS

A result oriented leader with 13 years of experience in the BPO ITES industry. A business leader with a successful background in operations management and a proven record of developing effective strategies that drive revenue, growth and shareholders value. Have bagged accolades in turning around processes and improving bottom lines. Play a key role in achieving the appropriate balance between cost and service in the context of constant change.
CORE STRENGTHS

	· People management/development skills
	· Project Management
	· Change Management

	· Proficient at revenue and cost optimization
	· Process Improvement
	· Leadership Mentoring

	· Multi process Management
	· Client management
	· Time Management


ACCOUNTABILITY/RESPONSIBILITY

Operations
· Responsible for overall 350 employees delivering $7 million annually 
· Processes worked in lead acquisition, Health care, Financial Services, Telecom and Sales

· Plan client retention, growth and satisfaction strategies balancing 

· Accountability for all service delivery parameters
· Responsible for the P&L, revenue growth and cost optimization
· Responsible for workforce forecasting and planning and sourcing talent
· Plan and develop systems/strategies for employee satisfaction and retention along with the HR department
· Ensure that the quality standards such as ISO, ISMS and HIPPA are met
· Review Training to deliver required and improve results on continual basis
· Report P&L and SL’s to the Sr. Management of the Organization and discuss half yearly plans and goals
· Identifies and convert commercially viable new business opportunities
· Responsible to review, amend and communicate DR and BCP to all concerned parties
Client Relationship Management

· Single point of contact for the client on overall delivery 

· Build strong relationship with the Client/s and anticipate requirements and deliver accordingly
· Ensure operational cohesion and build an effective foundation for future growth

· Proactively identify problems and presenting solutions
· Communicate half yearly manpower forecast plan to ensure forecast and new business requirements are met
Other Responsibilities

· Ensure training is equip to meet sourcing requirements from a facility and resource availability prospective

· Responsible for MIS delivery
· Drive client/customer satisfaction initiatives by analyzing top dis-sat drivers and build/propose process improvement projects to address the same
· Coordinate with the Telecom Team to ensure that their SLA of 99% uptime is met
· Ensure that the Telecom setup (Dialer, Telecom equipment and Telecom infrastructure) is capable to handle current needs and future developments
Functional/ technical skills
· Well versed in MS projects
· Worked on IEX for  scheduling and reporting
· Experience in dealing with US, Indian and UK clients
· Well versed in transition management
· Knowledge of DBMA systems and their execution
WORK EXPERIANCE
March 2007 till date - WIPRO LTD 
An organization in the BPO and IT services which is one of the top 5 ranked amongst the Outsourcings Organization’s in India as per NASSCO.

Oct 2009 till date (SDL – CS Voice Healthcare)

In Jan 2009 was moved back to the previous Healthcare as the SDL. Managing the whole site of 350 FTE’s my role was to liaison with the client in driving value adds and develop business opportunities. Create comprehensive plans for process improvement via LEAN and SIX SIGMA projects, cost reduction, and communication plans. Envisage business opportunities and identify future risk and build processes and SOP’s to address them proactively. Review and report P&L and SLA’s to the Leadership of the Organization. Have introduced 2 additional business opportunities that are in pilot execution phase that would potentially increase the revenue delivery by 2.9%. Is the only offshore vendor that survived the negative outsourcing sentiments where the rest (2 vendors) were terminated in June 2010.
Jan 2009 to Sept 2009 (SDL – Back office Non- Voice Telecom)
Based on a requirement in a back office telecom based process was transferred to Chennai to take on streamline the process of 150 employees. This was for a one of the largest Network providers in US dealing with overall data migration, cleanup and research. Developed the 1st Back office CMS tool that improved the productivity by 20% accuracy to 99% from 92%. After which this application now is a standard tool used in back office teams and a part of the COE (Center of excellence). Was promoted to SDL during this period. Liaison with the business development and finance management teams to capitalize on new business opportunities from a proposal, execution and costing prospective.
August 2008 to Dec 2008 (Manager – CS Voice Healthcare)

From Aug 2008 was assigned to take over the overall process operation support teams which were WFM, MIS and quality. Was responsible for the overall manpower forecasting and planning for all the process sites in India. Executed the implementation of IEX in the process for scheduling and rostering. Improved MIS reporting delivery capability by 15% by building a central repository for reporting hence could take on an addition processes MIS workload. From a Quality prospective developed a mechanism to quantify QA’s productivity that helped in removal of non value adds and repeated work and hence reduced the manpower cost by 10%.
March 2007 to July 2008 (Manager – CS Voice Healthcare)
Based on professional recommendation was selected by WIPRO as Operations Manager for a US based Healthcare Insurance Client which is among the top 50 Global fortune 100 companies. My role was to manage a service line for the inbound customer service process managing a span of 100 employees. The key objective was to help turn around the unit which was suffering on multiple key SLA’s from the service and business point of view. Turned around the process in 3 months and have been meeting all key matrices month-on-month as well as earning revenue incentives kickers for exceeding performance on all CPM’s. Spearheaded an initiative managing a pilot (team of both large group processors and CS team) to reduce the TAT for claims processing. After which the client initiated this process onshore that won us and the vendor manager accolades.  
Aug.1997 till Feb 2007 - GTL (Global Telesystems Ltd.) 
An organization in the BPO and IT services which is the leading Network services Organization in India.

Joined as an executive in July. 1997 (Broadsystem Multimedia subsidiary of GTL) in the Domestic. Grew to the level of a Team Leader where I single-handedly managed a Prime campaigns which involved an outbound Sales and Credit Card Acquisition. My team span soon grew from managing 10 FTE’s to 50 FTE’s. As a result of high performance delivery I was promoted to an Assistant Manager in April 2003. I handled a US based Financial Programme with a team span of 45 - 60 FTE’s.
      Got promoted as a Program Manager for a US based Financial card service process in October 2003 managing both inbound and outbound sales processes. My role has involved managing a team span of 80 – 100 FTE’s. I have been responsible for performance management, team mentoring and other support. Been instrumental in planning and initializing new processes and methods to improve Operations functionalities as well as track and report project performance. I have also been involved in client relationship management from an operational perspective. I handle the Programme performance management.


Was transferred to the Pune Business Unit in Oct. 2006 with the objective of managing a pilot process for outbound credit card acquisition sales program for a US based financial institution. I also manage the Quality Assurance team. Apart from this I also was a single point of contact for the client from all aspects of the channel.
Processes -

	Vertical
	Inbound / Outbound
	Segment
	Territory

	Financial card services
	Inbound & Outbound
	Sales
	US

	Automobile 
	Outbound & Back office
	Survey
	UK

	IT
	Outbound
	Sales
	US

	Insurance
	Outbound
	Sales
	UK

	Telecom/Oil & Gas/ IT / Utilities 
	Outbound / Inbound
	Sales / Survey
	Domestic


Notable Achievements 
· Turned around the process that was red for over a year to green within a span of 3 months – WIPRO LTD.

· Initiated revenue improvement projects that has increased revenue by 10% - WIPRO LTD
· Envisioned and Developed an application for back office which is now a standard application across all back office processes in the organization – WIPRO LTD

· Won the best SIX SIGMA project in 2009 for improving Customer Satisfaction – WIPRO LTD

· Taken up the responsible of transitioning both Inbound and outbound processes – GTL Ltd.
· Transitioned an outbound process in record turn around time of 2 weeks – GTL Ltd.
· Successfully sold and implemented processes to enhance post training Delivery capacity – GTL Ltd. 
· Launched an Inbound sales program successfully which within 3 months GTL became the “Best performing vendor” across the channel worldwide. With all service levels met and exceeded GTL became the first vendor to be allocated the highest volume in the shortest period. - GTL Ltd.
· Single handedly manage the first US process of the Organization as a Team leader - GTL Ltd.
Training -
	· Leadership training
	· COPC
	· Time Management

	· Customer Centricity - Ron Kaufman’s
	· Cultural training – UK & US
	· Finance for Business Managers


Personal Details -
Date of Birth – 
 20th July 1976

Educational Qualifications - 
     B.sc IT (Indian institute of professional studies)
Other Qualifications –               RDBMS ORACLE (Front-end - Visual Basic, Power Builder and Access)

Marital Status – 
Married
