CV – Dave D’Arcy

Summary
Dave is a vastly experienced and successful consultant and interim manager specialising in customer service and customer management. 
Dave has worked across sectors including public private and charity, bringing the commercial acumen of some of the worlds leading telco’s to these operations. Dave has over 20 years experience of driving operational and customer experience improvements and efficiencies; he brings a wide knowledge of high quality multi channel customer access operations.
Dave has delivered the organisational and structural redesign of the customer service operation within the UK’s largest charity. This resulted in a yr on yr cost reduction of over 20% alongside a 75% improvement in efficiency measurements. 

Dave has successfully conducted many operational reviews including a significant discovery exercise on behalf of a group of social housing organisations. This resulted in the creation of a single shared service centre along side a range of local community services and a full multi channel access offering.
Experience

Consultancy – Dave’s consultancy experience is focused in the public sector. He has conducted extensive operational, performance and access reviews, delivering high quality output and recommendations for improvement. He also has a successful track record of implementing agreed change programmes and has been recognised with awards for his change management ability.
He has also operated in an advisory capacity for a leading financial assistance charity, developing alternative routes of access for clients ensuring an increased capacity within the charity of over 300%.
Dave’s consultancy experience has included the structural redesign of operations including the creation of multi channel and new media access service provision. Additionally Dave has conducted multi ALMO operational reviews within front office and contact centre services.
Interim Management – Dave also provides interim management solutions at Director Level. His portfolio of clients includes many instantly recognisable global brands. His interim assignments have included operational transformation, process and structural redesign, business continuity management and many other tasks.

He has led significant change and improvement programmes in a large cross section of industries. This has included a number of outsource partner selection processes as well as a number of mergers and acquisitions. Dave has recently directed the transition and implementation of a £250 million customer service partnership arrangement between on outsource contact centre business and a leading worldwide mobile phone business.
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Making change happen
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