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Profile
A highly successful, results driven Senior ‘C – level’ Executive and Leader, who specialises in strategy development, change transformation & business development; including operations, IT, sales and marketing. Commercial and customer focussed strategist, innovative, inspirational thinker and problem solver. Excellent communication, negotiation and interpersonal skills, who delivers improved and sustainable performance by blending change management and people skills with operational improvement techniques. Extensive experience in leading and managing large cross-functional teams, multi-site/country; commercial decision making; and successfully identifying and implementing profit opportunities. Global experience across diverse business sectors; and successful in the delivery and management of both long-term and interim roles.  
Career History
Founder & Managing Director, Luminate Ventures Ltd
               (October 2015 - to date)
Working with multiple clients, providing business and management consulting focussing on delivering: leadership, strategy, operations, sales & marketing/communications, business development and transformational change.  Freelance and Interim assignment work included:
· Operating as a COO for a family manufacturing and Wholesale business – undergoing restructure, change and transformation across the organisations and multi-site locations

· Extracting over £1 million in working capital 

· Reducing the debtors account from £860k to under £300k and 35 days

· Improving gross margins and operating expenses

· Working with Wrexham Council, reviewed and successfully re-wrote an investment case for a ‘spin out’ business from Wrexham University

· Securing investment funds on revised plan, circa £2m; and go live date in Q3/2019 
· Designed and delivered successful strategy for the separation of business, from parent IT Support Company. Revised & implemented ‘Go-To-Market’ launch plan for the stand-a-alone company

· Reduced capital outlay on a typical sales model by 62%

· Increasing sales 3-fold

· Reduced sale to implementation from 4-6 weeks to less than 2 weeks
· Developed and successfully launched an FCA (Financial Conduct Authority) approved ‘e’ Pension consolidator service for private company - improving performance and cost effective marketing

· Clarified and successfully implemented operational strategy - compliant with regulatory standards

· Implemented operational systems: Telephony/IT/Data/Compliance & Recording
· Ensuring customer security and safety, whilst maximising operational performance 

· Developed  and launched cost effective multi-channel marketing plan 
· Attracted and secured better than anticipated ‘pension pots’ by over 40% 

· Delivered Business Continuity Management & DR software strategy (for the creation of Safety Data Sheets, remote recovery document access) for a Pre revenue Software as a Service (SaaS) business in Europe, the Middle East & Africa 
· Successfully developed and implemented a three product model 

· Worked with advisors and potential investors to develop an income generating investment plan

· Working for a specialist mortgage broking Private Equity company, a competitor was purchased for integration and ‘scale up’
· Reviewed both specialist mortgage brokers: establishing ‘commonalities’ and where synergies could be maximised
· Proposed a model strategy for integration: Brand/Operations/Pricing - to maximise the opportunity of a merged business     
· Model adopted, delivering increased profitability and superior investment returns 
Currently working with three additional clients and mentoring 2 CEO’s (one on SaaS), to provide business support, including: business strategy and structure; assistance in product definition, product lines and consistent product descriptions and market entry: NAM.




        
Managing Director (Interim), Allianz Business Services Ltd      (March 2015 - September 2015)
Responsible for the management and control of a direct to SME insurer and acquired Broker business and their integration; and the development and implementation of a revised strategy for a combined direct and broker insurance business.

· Successfully led the integration of business and operational functions, including Profit & Loss; reporting monthly performance to the Board 

· Improving efficiency and team performance

· Led the drive to maximise retention of the acquired back book and the current book, whilst implementing an ‘Advise’ project for the tele-broking area

· Retaining 88% of acquired, and 89% of direct customers

· Supported and worked with the ‘placement’ team to build an effective strategy with selective partners

· Improving margins by 50%

· Developed web customer responses, dramatically reducing response times; and increasing conversion to quote to 70%, with increase of 50% acceptance.

In addition, managed the Direct Sales and Affinity teams from the broker business; developed a broad range of sales and marketing activities: from direct response and outsource, to digital platforms; and secured two new high profile contracts.  

Group Marketing Director and Customer Experience, 2020 Legal Ltd 
(January 2013 - February 2014)
Working for a large independent legal services provider and UK leading personal injury firm, was responsible for the implementation of commercial business and marketing transformation programs.
· Successfully delivered and implemented program, moving the business from a single brand to a multi-brand in a multi-channel environment; internally and with third party partners; and with digital processes at the heart of delivery

· Costs and cash flow impacted as the business model changed, protecting Profit & Loss
· Devised and successfully implemented a compliant ‘Business to Business channel partner marketing programme’ following regulation changes in April 2013

· Delivering  90% of business, prior to consumer launch

· Managed the business model to improve the negative cash flow from -20 months to -8 months:  delivering a 60% improvement
· Created a marketing strategy that extended the single product portfolio from 1 to 3 propositions

· Implemented a marketing strategy that launched a new direct consumer brand, capturing over 20% of the new business intake.
Divisional Head of Global Customer Experience and Support, Promethean World PLC 
(April 2010 - December 2012)
A market leading, global, education technology and services provider; manufacturing and supplying interactive display systems for the classroom.

Leadership and executive management of the global service operation with 80+ direct employees and 300 indirect support personnel engaged in the delivery of customer service, via a global three centre multi-lingual contact centre and digital platform for service delivery. Additionally responsible for implementing and managing outsource partners for field delivery and inventory management, with systems linked via cloud platform.
· Designed, developed and successfully implemented the company’s first global service strategy
· Gaining Board approval with an investment of $7m (£4.4m) over 2 years 
· Managed the change communication programme across the internal global organisation and third party channel partners, leading to a successful 3-centre implementation programme 

· Developed and implemented a range of ‘service offerings’ generating annual £5.5m revenue  from other global accounts and sales; and structuring the Profit & Loss to meet extended liabilities

· Improving working capital by over £1.3 million

· Restructured the Customer Service function into a new ‘division’ to better respond to delivery of an improved customer experience 

· Customer satisfaction rose to over 90%

· Devised and successfully implemented self-service models for distributors and end users

· Providing a ‘Self-Learning Knowledge Base’ to answer frequently asked questions
· Negotiated and implemented third party commercial contracts for supply of service and Service Level Agreement performance delivery, saving over £700k per annum.
Managing Director, Live Agent



                      (July 2009 - February 2010)
Successful UK launch of the ‘US LiveOps’ SaaS/Homeworker platform across public sector and regulated businesses, linking contact centre/calls to digitally connected operatives - significantly increasing efficiency. Won two major contracts and worked with US partner to secure a £2m infrastructure investment, before US firm made decision to discontinue project funding.
Board Member, The Cooperative Financial Services, Digital Transformation Directorate 

(May 2008 - March 2009)
Successfully leading transformation project for the ‘e-business’ Digital Function; and planning strategic path for sustainable long term growth. Created an effective sales and service digital channel; implemented a series of tactical changes, resulting in significant sales conversions - with a 270% increase year on year; developed, and gained Board approval for a multi-million pound investment plan for a digital strategy; and engaged with the broader stakeholder community.

Intermediary Board Member, Abbey for Intermediaries, Santander   (November 2007 - April 2008) Appointed to Intermediary Board to manage and deploy commercial sales and marketing project to refresh the Abbey intermediary sales force, their performance and 3rd party digital platform. Successful implementation of tools automation and portals for Brokers nationally - simplifying and improving efficiency of product booking processes. 

Sales and Marketing Director, COLT Telecoms

 
      (May 2004 - September 2007)
Appointed to drive change and performance across core product offerings of Voice, Data and Managed Services. This latterly extended to provide executive management of the UK operating company with responsibility for circa 500 personnel and annual budget of £200m+. Played leading role in business turnaround: from loss of £32m to profit of £3m.

Previous roles involved diverse sales and marketing positions with utilities, telecoms and financial institutions. These positions provided grounding in commercial and marketing, and how to develop compelling competitor advantage; experience in the fast moving communications sector; and the importance of strategic/critical financial decision making.
Education and Professional Memberships
· Associate Director and Visiting Fellow, Henley Business  School (2019 - to date)   

· Visiting Fellow, Cranfield University - School of Management (2015 - 2019)
· Chartered Director, Institute of Directors (2007 - 2008); currently C-Dir qualified
· Committee Member IoD (Institute if Directors), Cheshire, (May 2019 - present)
· MBA, University of Glasgow (1997).
Additional Information: Deputy Chair; Business Link
Between 2001 and 2005 managed the European and Regional investment funds (via Business Link: Deputy Chair)for SMEs and high growth businesses across the Humber region, during which time the region moved from 46th to 5th place in UK rankings for investment performance.

Hobbies and Interests
Classic cars, running/walking, skiing, reading, travel and entertaining.
~ Testimonials available on request ~

