
For many years, BNY Mellon Working 
Capital Solutions (WCS) has enjoyed 
top scores in well-established industry 
surveys for both customer service and 
implementations (please see page 18 
for some of our most recent industry 
scores). As the Client Support director 
for BNY Mellon WCS, I am often asked 
to identify the key strategies we employ 
that lead to this success. Although we 
have many strengths that contribute to 
our sustained, strong performance, a 
few of our methods stand out as integral 
to our success and deserve special 
consideration.

Customer Focus
First and foremost, as the foundation of 
BNY Mellon’s WCS Client Support group, 
we adhere to a strict set of core values 
that include client focus, trust, teamwork 
and outperformance, and understand the 
importance of delivering on the promises 
we make to customers.

In dedicating ourselves to these core 
values, our staff works diligently to ensure 
that we focus every customer interaction 

on solving issues and strengthening 
relationships. We also employ a tenured 
staff of servicing and implementation 
professionals who average 20 years 
of experience. Many have spent their 
careers in BNY Mellon WCS — many in 
the Client Support division. We fi rmly 
believe this level of experience translates 
into a competency that enables the staff 
to continually meet or exceed customer 
expectations, providing a wealth of 
knowledge for creatively addressing 
and solving a wide variety of customer 
challenges.

Additionally, by using analytical tools 
and procedures such as Six Sigma — a 
standardized discipline for identifying 
process improvements based on data and 
statistical modeling — BNY Mellon WCS 
Client Support is dedicated to a process-
oriented approach to customer service. 
We recognize that it is critical to have 
defi ned, repeatable processes supporting 
our staff as we help clients implement 
effective business solutions and resolve 
issues. 

Facing an ever-changing business 
environment, increasingly complex 
business issues and the unique 
requirements of our clients, BNY Mellon 
WCS Client Support also remains 
dedicated to fl exibility and innovation. 
The management team is encouraged to 
creatively employ resources, technology 
and processes to solve our clients’ 
business problems.

Supported by our partners in The Bank of 
New York Mellon’s Operations, Systems 
and Solutions Delivery areas, Client 
Support consistently offers customized 
solutions to clients — solutions that lead 
to the high industry survey scores we 
earn every year.

As detailed in the case study on page 15, 
which refl ects on the successful solution 
we recently brought to one of our valued 
clients, ours is truly a premier model for 
achieving stellar customer care.
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At The Bank of New York Mellon, the client comes fi rst. Working within the framework of a solid set of core values 
— client focus, trust, teamwork and outperformance — our team of knowledgeable professionals offers:

    intelligent solutions derived from extensive expertise in our businesses and global fi nancial markets;

   a commitment to proactive and timely servicing, delivered with integrity and openness; and

   access to a culture of innovation and industry thought leadership.

J. David Cruikshank 
division head 
International Payment 
& Trade Services 

Mr. Cruikshank has 
been involved with 
the cash and treasury 

management industry for nearly 20 
years, holding senior positions in the 
U.S. and abroad. He joined The Bank 
of New York in 2003 after working 
within the Global Transaction Service 
organizations of Citibank and ABN 
AMRO Bank. 

Mr. Cruikshank’s prior responsibilities 
include European Head of Marketing, 
Sales and Service, Global Head of 
Solution Delivery (implementation of 
various working capital management 
solutions) and Head of Client Service 
and Implementations for North and 
South America.

A featured speaker at multiple industry 
forums, including various Eurofi nance 
conferences and AFP events, Mr. 
Cruikshank has covered such topics 
as Establishing an Effective Shared 
Service Center, The Fundamentals of 
International Cash Management and 
The Myths and Realities of National 
Multicurrency Pooling.

Howard Bascom 
division head
Trade Finance Services 

Since May 2002, 
Mr. Bascom has had 
responsibility for the 
bank’s trade fi nance 

activities, including the sales, marketing 
and delivery of trade processing and 
trade fi nancing solutions.

Mr. Bascom started his career with the 
bank in 1979, joining the International 
Banking sector in 1983, and later 
heading the North Asia group, with 
management responsibility for the bank’s 
correspondent banking business in Japan, 
Korea, Taiwan, Hong Kong and China. 

After leading the New England Corporate 
Banking group in 1990, he held various 
positions before serving as head of 
the Retailing Industry division, which 
has relationship, sales and credit 
responsibility for large corporate retailing 
companies in the U.S. and Europe.

Mr. Bascom is currently on the Board 
of Bankers’ Association for Finance 
and Trade (BAFT) and has served on 
the Boards of the U.S.-ROC Economic 
Council and BNY International
Trade, Inc.
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Alphonse J. Briand, Jr.  
division head 
Product Management 

Mr. Briand manages 
product development 
initiatives, market 
positioning and 

product planning for the Trade Finance, 
Global Payments and Working Capital 
Solutions product lines. He also served 
as co-head of the Treasury Services 
merger integration process during the 
fi rst half of 2007.

Active in industry dialogue, Mr. Briand 
has served on the business committee 
of the Electronic Payments Network 
(EPN), and was co-chair of a BITS 
Payment Roadmap Working Group 
Initiative focused on cross payment 
channel risk. In 2006, he served as 
the Chairman for The Clearinghouse’s 
Strategic Forum.

A speaker at industry conferences over 
the years, including the Association 
for Financial Professionals, Windy City 
Summit and New York Cash Exchange, 
he has been a featured participant in 
Global Finance magazine’s industry 
roundtable discussions and currently 
serves on the editorial board for 
Treasury Management International 
Magazine.


