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Head of Operations (Manila) – Global Finance Outsourcing Business 
Recruitment Brief
Introduction

This senior role manages operations at a site in Manila for a global finance outsourcing business’s offering to a large technology and media client.  This document sets out the background and context to this as well as the role description and a description of the person required.  
The Company

The company is part of a wider outsourcing business which in turn is owned by one of the world’s leading media companies which operates in over 50 countries, employing over 80,000 people in more than 500 companies.

The outsourcing business of which this finance outsourcing business is part provides a broad range of outsourcing solutions, from call-centers operations and reservations centers to back-office financial services and payment processing.

The finance outsourcing business is an innovative, successful and thriving provider of financial services.  They are leaders in global billing, accounting and payment processing solutions, and they provide secure global billing and payment solutions tailored to fit with client’s existing system infrastructure, partner relationships, and business processes. They offer six complementary service components covering customer service, risk management, billing and rating, accounts receivable and accounts payable management, payment processing, and collections. These modules can be individually integrated in an independent solution, or implemented as a complete package.  

The company serves customers doing business in more than 100 countries; processing over a billion transactions a year.  The business has over 500 staff, and about half of these are at a center in Europe.  A further 125 are in Manila.  They have an array of blue chip clients including some very recognizable and prestigious global names.  The center in Manila serves a very well-known global technology and media company. 

Purpose of this role

The role will assume full responsibility for the business’s site in Manila – including Credit and Collections, Cash Applications and Billing Services.  The role will be contributing at a strategic level and supporting in a practical way to maintain and develop key client relationships both locally and on a global scale.   
The operating businesses are run by managers who act as entrepreneurs. They enjoy considerable independence and responsibility for the performance of their companies.  
The successful candidate will be a results focused, highly driven individual with an ability to excel in the leadership of an operations team within a global organisation. The role requires a collaborative, decisive and an inspirational leader with hands-on operational capabilities also.  
Job description 

· Full accountability for all aspects of operations service delivery within Manila site, working closely with Global Process Management with regard to client strategy. 

· Drive key performance indicator reporting to support transparency and improve decision making driving optimization of results and effectiveness of service delivery. 

· Ensure delivery of results in line with targets agreed with Global Process Owners and the Client. 

· Drive, manage and execute operational efficiency and quality programs enhancing performance against internal/industry, and client SLA targets.

· Engage with the client on topical operational issues both in periodical reviews as well as on an ad-hoc basis.

· Build management team to ensure strong leadership, development of a top quality team, breadth of competencies and ability to deliver ‘Value Add’ and innovativeness to the Global Process Management team and the Client.

· Engage organization to drive strong performance; lead employee engagement initiatives locally and support HR globally to promote and develop the business as a ‘great place to work’ in Manila.

· Manage tightly controlled on-going risk management function and security policies working together with our global Process and Risk Management.

· Work with Management and colleagues in other sites in Europe, USA, China, India and South America to identify operational efficiency program that increase and enhance productivity in the business. 

· Be a key member of the management team contributing to the leadership of the business.

 
Person specification

· Considerable experience of operations management of shared services / outsourcing operations – ideally in an outsourcing organisation environment.

· Proven track record in driving improved BPO team performance against SLAs/KPIs. 

· Proactive, hands on leadership style.

· Leadership strength to develop and motivate a high performance team. 

· Experience of working in and managing teams in a multi-site/multi-country environment.

· Results orientated and very driven to succeed.

· A relationship builder with a collaborative and team orientated style, and an ability to manage relationships within the many facets of the organization. 

· Strong problem solving capabilities.

· Strong process management skills.

· Experience with global transition of outsourced services an advantage.

· Finance BPO experience with a global BPO provider an advantage.

· Ability to take the initiative with regard to improving operations and responding to client demands.   
Reporting arrangements and key relationships

The role will report to the Global Operations Director, and will also have a reporting relationship with the overall BPO site owner for Manila region.
Location and travel
The role is based in Manila, the Philippines; and there will be an expectation that the individual in this role will travel to other sites relating to the business.  

Remuneration

There is flexibility with regard to remuneration and the nature of the package.  The overall package (in US dollars) is over six figures.  

Further information

Rockpools have been retained to recruit to this role.  For a further discussion, contact:

Mohan Yogendran

Tel. + 44 (0)20 3137 3404

Tel. + 44 (0)7786 190671

E-mail: Mohan.Yogendran@rockpools.co.uk
Nancy Scott

Tel. + 44 (0)20 3137 3408

Tel. + 44 (0)7984 172291

E-mail: Nancy.Scott@rockpools.co.uk
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