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PROFILE

_______________________________________________________________________________________________________

David Naylor is a founding director of Budd UK Ltd, specialising in customer driven business change. David is an experienced programme manager and business solution architecture with extensive knowledge of customer management principles. He has worked with clients in financial services, media, airline and telecommunications industries, as well as outsourcers. He has extensive experience of global markets. 

He is widely published within the UK and in Australia, where he worked for several years. He has spoken at and chaired numerous major international conferences in Europe and Asia Pacific on business and technology solutions in support of customer loyalty strategies. He recently chaired a European Telecoms Outsourcing conference in London.

In 1998, David was jointly responsible for establishing the Asia Pacific operation of eLoyalty, formerly Technology Solutions Company, in Sydney. Over 3 years, he built a successful team of  20 consultants focusing on technology driven customer loyalty solutions.  Previously, he was employed by Aspen Consultancy, a pan-European customer management consultancy. 

Some of David’s client engagements have included.

· Design and delivery of a cross business customer focus programme for an international Web payment service provider. The programme covered Voice of the Customer analysis, process re-engineering, performance metrics, quality and skill monitoring, contact handling, organisational redesign and knowledge management. Managing a team to deliver improved customer focus across all the streams, David’s goal was to reduced customer contact while increasing customer satisfaction and the overall customer experience. David worked directly with the CEO and Leadership team to bring about a successful change in the culture and focus of the business.

· Detailed benchmarking and programme development for a major UK retail insurer looking to make a step change in their use of leading edge technology to improve service and sales capabilities. David managed a team which conducted a 2 month benchmarking exercise across 50 companies globally, looking for innovative uses of technology for contact management across multiple channels, knowledge management, resourcing, claims management logistics and multi-site architectures. Through an innovative workshop style the business quickly obtained the knowledge required to make decisions on the future direction of the contact centre business solution and a £20m investment.

· Programme management of the client project delivery arm for a major UK and Indian outsourcer. David managed a team of 5 project managers and specialist in training and recruitment, delivering new outsourced operations for utilities, ecommerce, media and telco clients supporting several hundred seats. Two of these projects were in India.

· Leading the business redesign for a multiple channel customer contact solution in a $125m project for a global media and publishing organisation. David managed the business stream with a 15-person client and consultant team in the 20-month project. This team delivered a practical customer segmentation strategy, the business and organisational requirements, reengineered the processes of two merging businesses, and conducted end-to-end user acceptance testing of the solution. Siebel was at the core of the deployment. David reported directly to the project sponsor and maintained full budget control within the stream.

· Facilitating a 15-week review of customer centricity for seven mobile phone network providers from across the globe.  Following on-site assessments, David coordinated a series of solution workshops with an international business team.  This group developed route maps and short-term action plans to deliver value-driven customer service, reduce churn/increase loyalty and achieve operational best practices. 

· Leading a consulting and client team in the development of a customer management strategy for an international airline. Developed the business case, requirements, functional solution and technical architecture for the complete integration of five call centres into a virtual operation.

· Developing the customer service strategy to support the launch of a new Internet Service Provider product for a major telecommunications operator.

· Establishing the sales and service call centre for a new mobile network operator in France. David worked in a focused client and consulting team from start up to design, test and implement the business requirements, process flows and system functional specifications.

· Assessing the customer service and sales operations of a UK pension provider to determine opportunities for efficiency improvements and sales growth.  David worked across all customer facing departments to assess the current situation and also recommend how best to integrate a growing range of new products.

· Designing a solution for the consolidation of 13 European telephone sales and service centres of an international travel operator. David was responsible for the site selection and operational redesign in the £25m business case. David also advised on call centre operational issues as part of the change communications team.

· Project managed the design and implementation of a networked European customer service solution for a global IT product and solutions business. Subsequently, David advised on the roll out of the solution in China. 


David has written a book and he has a PhD in Artificial Intelligence from Loughborough University of Technology and a First Class Honours degree from the University of Nottingham. Leisure time is spent with his young family and on the rare occasions he has time to himself, his passions are for 4x4 off-roading and photography. He is currently applying for Licentiateship of the Royal Photographic Society.

David can be contacted on 07855 806 189 or by email at david.Naylor@budd.uk.com
