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Danny Rudd | Operations & Customer Experience 

Location: xxxxxxxx 
Telephone: xxxxxxxxxxxxx 

Email: xxxxxxxx 
 
  

Professional Profile 

Customer centric senior leader, with 12 years’ experience for xxxxxxxx within Home Claims, claims 
performance management, leading Group Customer Operations and latterly project management of a 

business-critical initiative to improve the customer journey. 
 

During my career with DLG, I have achieved several promotions into roles of progressive responsibility. I am 
credited as the go to expert for people development, process enhancement, expert resource allocation of 
staff and ultimately the champion of customer experience. I am well versed in leading large multi-channel 
contact centre based teams and have a track record of ensuring operations under my control are fully 
compliant with regulatory guidelines and corporate objectives, to strengthen brand loyalty, drive retention and 
deliver new business growth. 

Core Skills 

• Customer Experience 
• Operational Management 
• Project Management 
• Performance Metrics 
• MI Reporting 

• Claims Handling  
• MI Reporting 
• Data/Trend Analysis 
• Control Frameworks 
• 1-2-1’s/Appraisals 

• Training Needs Analysis (TNA) 
• Stakeholder Management 
• Partner Management 
• Insurance Regulations 
• Customer Outcomes/TCF 

Career Summary 

Xxx 2005 – Jan 2017  xxxxxxxxx 
Dec 2015 – Jan 2017  Customer Experience Journey Manager (Project) 
Outline 
Life cycle managed the xxxxxxxx business-critical Claims Customer Experience project, leading 20 line 
managers and assessment of >2,000 on/offshore claims. Direct reporting line to Head of Customer 
Experience. 
 
Key Responsibilities 

• Created the strategy and framework to improve the customer journey with tangible targets. 
• Defined customer journeys to ensure key touch points were mapped by brand & distribution channel. 
• Ran the companywide journey management governance process for the end-to-end journey 

experience across all departments to optimise overall performance and drive customer loyalty. 
• Developed the MI process to deliver monthly journey dashboards to business owners. 

 
Key Achievements 

• Gained buy-in from senior leaders across all claim channels to set targets for customer experience in 
line with group objectives. 

• Created and implemented a new process which reduced customer complaints by 20%, increased 
our net promoter score by 90% for all claims and highlighted at renewal overall customer satisfaction 
and accurate business retention forecasts. 

• Embedded an effective ‘voice of customer/employee feedback’ process to enable insight on 
customer/operational issues affecting the customer experience. 

• Produced a monthly MI analysis report on NPS, ease, customer experience, speed of resolution and 
YTD figures which I presented to C-Level Executives and senior management in monthly meetings. 

• Designed differentiated digital training on the ‘myCustomer’ product for line managers and handlers 
across all claims departments, which was adopted companywide and is now embedded within the 
induction process for new to business hires. 
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Mar 2011 – Dec 2015   Claims Insight Supply Leader 
  
Outline 
Led a team of 45 to ensure delivery of daily performance service/continuous improvement for call handing 
quality/volume and planning for the claims environment. Direct reporting line to Head of Planning Operations. 
 
Key Responsibilities 

• Scheduled claims handlers to ensure the operation ran at optimum capacity. 
• Collaborated with Claims Insight Developers to define best practice use of the WFM system and 

delivered training to the supply team. 
• Provided in the moment feedback as well 1-2-1’s and appraisals and detailed requirements for team 

reorganisation, upskilling and/or recruitment of resource.  
 
Key Achievement/Projects 

• Credited as the operational expert for Home, Motor and Pet contact centre 
performance/performance metrics and developed best practice use of the telephony systems. 

• Produced insightful MI for senior leadership meetings with detailed performance analysis and 
suggestions for process/infrastructure improvements to meet KPIs.  
 

Oct 2009 – Mar 2011   Customer Operations Manager – Home Claims  
     
Outline 
Led 200 staff in BAU operations/process enhancements and projects inclusive of compliance, TCF, 
contingency and risk for multi-brands and non-claims across the group to ensure consistent delivery of 
service. 
 
Key Responsibilities 

• Oversight of multi-brands and non-claim operations to ensure consistency of delivery aligned to 
corporate objectives and brand. 

• Collaborating with resources to ensure optimum allocation across multi-sites and brands to manage 
workloads and performance and adherence to the SURGE/Incident Plan. 

• Regular reporting to monitor the 6 TCF outcomes, complaints, staff personal development and 
responsibility. 

• Ensured teams managed case life cycles in an expedited fashion fully adhering to company and 
regulatory requirements. 
 

Key Achievements/Projects 
• Delivered key controls in respect of claims handling, identifying risks/errors and recommended 

process/procedural improvements to meet customer satisfaction targets. 
• Redesigned shift patterns to align brands which positively impacted on customer service, team 

knowledge and service levels. 
• Achieved a reduction in STT/VT/GT and absence which resulted in departmental and overall 

household claims targets being met. 
 

Xxx 2005 – Oct 2009   Team Leader Home Claims 
     
Outline 
Managed 12 claims handlers to deliver a world class claims experience to NIG/TPF customers – compliance, 
governance, maintenance of the breach register, audits, trend analysis, claim costs/handling and 
performance. 
 

Education & Qualifications  
• Highers – R.E & Geography 
• Standards – English Literature/Language, Mathematics & IT 

IT/Technical Skills  
• MS Office, inclusive of Word and Excel. 

 

References Available on Request  
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