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Maythorn cottage, Sinderby, Thirsk North Yorkshire

Tel: 01845 565255; Mob: 07553-777888; e-mail: Sharpebusinesssense@mac.com
	PROFILE

A dynamic, passionate and highly motivated individual with 30 years’ experience in retail, financial services, telecommunication and energy. Now operating as a board advisor and NED supporting innovative and disruptive start-up businesses going through high growth or transformation. A real talent for energising and engaging others to create high performing individuals and teams through a combination of effective coaching and visionary leadership. An aptitude for designing and developing effective business strategies that delivers tangible results, which translate into continued sustainable future growth. A substantial proven track record of outstanding performance in all measurable business areas. 


CAREER HISTORY
October 2018 to date- NED for Social Energy group and part time COO for Social Energy supply.
Providing advice and guidance on strategic direction, launching Social Energy into the UK market, and representing on investment, business development and regulatory affairs. As COO helping launch and market Social Energy supply business to deliver a first-class customer experience. 
October 2017 to date- Strategic advisory role to Tenet board and SLT   

An advisory and mentoring role to the CEO, group board and SLT of Tenet group ltd (a financial service advisory business). Focusing the team on a new core strategic plan to drive growth and step change them to a high-performance culture, delivering a switch from a negative to a positive profit business in 14 months. 
December 2016 to Nov 2018 Strategic advisory role and partner at Rant and Rave 

An advisory role to the CEO and founder of Rant and Rave a technology and customer satisfaction business and their core SLT team, on strategic direction and product innovation. Partnering on BD and sales to support the acquisition and retention of their client base like Premier Inn, Mitie, Thames Water, Sage, Plus net and Home serve. 
July 2016 to July 2017-NED and advisory role to Robin Hood Energy board, CEO and SLT
Providing directional and industry advice to the board of RHE and the CEO on their new entry and growth strategy, also helping the SLT execute delivery of business-critical goals through individual coaching and team business planning sessions. 
October 2015 to date -Partner and co-founder of Vallum Associates ltd  
Delivering a unique proposition of traditional recruitment services, consultancy capability and executive coaching to the utilities and financial services industry for clients such as Co-op, Hudson, Wave, Elexon, Daligas, Utiligroup, Ensek and Robin Hood Energy.
June 2015 to Nov 2018 - NED, Trustee and deputy chair at Forgetmenot children’s hospice
Providing council to the CEO and Chair, running the board meetings and chairing them when required, chairing the financial and people sub committees, chairing the trading board. 
April 2015 to date - Owner Sharpebusiness ltd 
Working with the leadership team and board of innovative and disruptive businesses going through high growth or change to help them clarify future vision and purpose, the design, engagement and implementation of their core strategic plan and the delivery of results through a high-performance culture and with the customer being the universal responsibility of everyone. Clients include: Tenet, Eon, Thames water, Rant and Rave, Visit Scotland, Papa Johns and Toshiba. 
Sept 2013 to July 2015 - OVO Energy
Position- Managing director and Customer Service & Operations director. 
 Key responsibilities and accountabilities

Full P & L accountability for growing and maintaining Ovo energy’s 400 million revenue business with 415,000 customers and 700 employees.

Managing Director. Leading the Ovo management team to manage the core day to day business ensuring we hit the short term aggressive financial growth projections, whilst also building a sustainable strategic plan for the medium term. Achieving this by focusing on digital innovation and proposition design, making sure simplicity and customer satisfaction were always top of mind, whilst navigating the regulatory requirements of Ofgem and the retail market review. 
Customer service and Operations director. During a significant period of high growth balancing the needs of the business whilst improving the customer’s end to end journey, by making it simple and hassle free, delighting customers and avoiding complaints. 
Key successes
· Grew the customer base by 270% from 120K to 415K customers in 16 months

· Grew the revenue from 150M to 400M 
· RMR regulatory implementation whilst challenging and upholding 3% interest.
· 10th fastest growing private company in Sunday Times 2015 top 100 fast track

· Which 2014/5 Customer Sat award and only recommended utility provider.
· No 1 company for service on Martin Lewis money saving expert & U Switch U poll
· Times Best companies ranked 25th 2015 improving from a 2 star company to a 3 star. 

· Grew brand awareness from +12 to +27

· Grew NPS from <30 to >45, and maintaining during a significant high growth period

· Cost to serve efficiencies improvement (customers per FTE) grew from 650 to 950

· Implemented real time Rant & Rave C-Sat with 75% of customers at 9 or 10/10
· Implemented new MS contact management system, web chat and CRM platform.
· Reduced customer propensity to contact per year from 4.5 to 1.5

· Grew self-serve capability from 40% to 70% 
· YoY 25% fewer indebted customers.
· New proposition delivered to drive increased gross margin and improved simplicity.
· Smart meter installations of 30k units making us No2 in the market place.
Jan 2012 to Sep 2013 -VODAFONE 

Position- Head of UK customer service and operations delivery 

 Key responsibilities and accountabilities

Caring for and retaining Vodafone’s 19 million UK customers across both the consumer and business enterprise segments in the UK and globally.
Head of customer services. Accountability for post-sale consumer and enterprise business operations and customer experience delivery, with the additional responsibilities for client onsite service management, customer relations, technical customer support and social media. Managing this through a blend of in- house and outsourced service provision with a combined team of 2500 fte distributed across 8 UK sites with an operating budget of 80m.
Head of operational delivery. Accountability for Vodafone's UK Consumer and Enterprise business. Responsible for the customer journey across all complex back office customer services activity in relation to logistics, on boarding and the subsequent post sale customer experience administration. Managing this through shared service and back office teams of 600 fte in the UK and India with an operating budget of 18m.

 Key Successes

· Leading a simplification programme delivering a UK 300fte reduction through a blend of off shoring and outsourcing key activities contributing to a full year Opex saving of 3m.
· Automation rollout on the UC4 platform in the UK and India delivering simpler and more efficient back office process with a FTE reduction of 50FTE.
· Leading on behalf of the UK board the simply brilliant programme to improve the quarterly C-SAT score of 7.4 for on-boarding Enterprise business customers to 9.0.
· Removing delivery complaints from Vodafone top ten (after 3 years of being there) by reviewing the integrated end to end customer journey and fixing permanently process failures.

· Improving the internal annual 2012/13 people survey to above VF UK market position from 65% to 78%.
· Crisis management to a recovery position over an 8-week period from an internal system failure, which threatened 3m pre-pay customers by mitigating the customer experience derogation and colleague engagement impact.
· Driving cost reduction across consumer credit and leakage from 30m to 15m.
· Implementing a quality, reward and performance programme to increase call quality from 50% to 80%, improve C-Sat from 13% to 21% and reducing complaints by 25%.
Jan 2008 to Jan 2012- First Direct (HSBC UK)

Position- Customer service and sales director and Deputy CEO.
Key responsibilities and accountabilities
To lead the development and delivery of the service and sales strategy, and as a key member of the management board contributing to first directs strategic direction developing, innovating and implementing against the vision of pioneering amazing service for its 1.2 million customers.

Key Successes
· Delivering service satisfaction consistency and being externally acclaimed for this by BBC Watchdog, ICS 2008-10 and Which 2010-11 awarding fd as No1 for customer service out of top 75 UK big brands beating John Lewis, Apple & Amazon.

· Revising the mortgage sales strategy growing it from 8000 to 29500 units in 2008 adding a further 12.5 billion balances and sustaining that growth position YoY.

· Reducing headcount by 7% YoY and delivering over all sustained cost reductions of 7.5m 2008/9 with continued incremental savings in 2010.
· Creating individual sales & profit statements to drive personal accountability.
· Sustainable improved call efficiencies delivering a 1million bottom line saving.

· Strategic design of banking services to integrate with HSBC bank delivering an identified UK HSBC and fd saving of 10m over 3 years.
· Piloting fd colleagues taking HSBC premier calls to deliver best in class service and sales creating the catalyst for process improvement and enhancing premier training.

· Regulator recognition as best in class for managing complaints and quality coaching in fd and transferring all of HSBC direct calls in the UK on to the same model
Jan 2006 to May 2007- CITI FINANCIAL UK (CITIGROUP)

Position- UK Marketing and business development director.

Key responsibilities and accountabilities 
The planning, development and delivery of Citi Financials UK secured and unsecured lending portfolio through the management of branch & centralised distribution channels by identifying and innovating new product opportunities whilst also developing new distribution channels.

1999- 2006- ASDA STORES LTD (WAL-MART INTERNATIONAL)

Position- Head of Customer service & internal communication (2005-2006)

Key responsibilities and accountabilities
Designing and innovating Asda's front end customer service strategy for 14 million customers and centrally managing the tactical delivery this across Asda's 260 branches in the most cost effective way. 

Developing, filtering and then managing the cascade of business-critical communication and culturally relevant information into 260 branches to influence, join up and inform 140,000 colleagues within Asda on a day to day basis.
Position- Head of Corporate Marketing (2004-2005)

Key responsibilities and accountabilities
To manage and innovate the Asda brand to influence its 14 million customers by reinforcing the core customer values messages through above and below the line advertising. Accountable for a 62 million budget and 4 core teams.

Position- Regional director/coach. Essex & Kent (2002-2004)

Key responsibilities and accountabilities
Full business income and cost P & L responsibility for 20 stores in a mid/ low demographic area culminating in a £920 million turn over per annum. Managing, leading and coaching 25 direct reports with total responsibility for 5000 fte.
Position- Retail Marketing and Services Manager, Southeast England. (1999 – 2002)

Key responsibilities and accountabilities
Optimizing market share growth in 67 stores with an annual turnover of 3.5 billion with a budget of £4m, reporting to the Regional Managing Director, with cross-functional accountability to the Corporate Marketing Director.

1989- 1999- SAINSBURY’S SUPERMARKETS LTD

’97- ’99
       
Regional retail marketing manager, South East for 73 stores.
’95- ’97
      
Store manager, Essex, £32m T/O, 386 people, inc. 36 managers.
’94- ‘95 
Senior deputy store manager, Essex. 


’92- ’94
       
Personal assistant to South Eastern Regional director.

’89- ’92
       
Departmental manager, North London.

PERSONAL INFORMATION

Education
Cecil Jones High School and Southend College.




4 GCE “O” levels, 3 GCE “A” levels.

BA (Hons) Retail Marketing Degree (1991- 1996)



Manchester Metropolitan University (through the Open University)



Chartered Institute of Marketing (1998)

Interests
Early adopter of technology, enjoys classic cars, motor sports and reading. Studying and practising NLP (Neuro-linguistic programming)

References available on request

Nigel Shananan founder of Rant and Rave

Chris Pilling former CEO of Yorkshire building society and first direct
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