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Career Summary: Independent Programme Manager
Business Transformation | IT System Deployments | Value-Chain Optimization
People / relationship focused independent Programme Manager responsible for strategic, transformational programmes fuelling growth, competitive advantage and transformative change for Financial Services, Retail and Fintech clients. Thrive on problem solving and troubleshooting complex, thorny business challenges, executing programme vision from start to finish. Leading cross-functional teams to deliver strategic initiatives proven to improve systems, processes and bottom-line results.
Expertise
· Programme Management: Business and Digital Transformation, Target Operating Models, Merger & Acquisitions, Programme / Project Rescue, Regulation & Legislation, Data Migration, Outsourcing, 3rd Party Procurement and Management, Process Improvement, Strategic & Commercial Planning, Resource Management, Risk Mitigation & Dependency Management.

· Technology Skills: 1st and 3rd party Financial Services, Retail and Fintech systems, including SaaS solutions, E-Commerce platforms integrating with back-end systems, AWS Cloud and micro services. Agile and Waterfall.
· Stakeholder Management: Significant experience interfacing with c-suite stakeholders.
Key Achievements & Skills
· Transformation: Delivered business transformation programme (people, TOM and technology). Created roadmap for strategic digital insurance transformation and delivered two new products. Delivered +£10m in-flight benefits for an FS strategic imperative portfolio.
· Target Operating Models: Created regulated TOM’s for internal, outsourced operational teams. Created multi-level governance for TOM creation and post implementation oversight / assurance to support CEO attestation to Regulator. Led cross-functional 1st, 3rd parties in updating proprietary delivery TOM enabling interface of Waterfall with Agile delivery.
· Merger & Acquisitions: Led system integration on two M&A’s.
· IT Infrastructure: Evaluated and streamlined core IT systems for multiple clients. Retired obsolete applications, established scalable platforms supporting business growth. 

· Data Migration: Successfully migrated 6m customer accounts, £126m customer arrear balances across 12 brands.
· Team Leadership: Built talented teams of Programme Managers, Project Managers, Business Analysts, Enterprise and Solution Architects, Developers and other specialists. Supervised 50 staff, coordinated in-house, 3rd party teams. Led globally dispersed cross-functional teams.
· Strategic & Commercial Planning: Challenged key director resistance to engage in process, facilitated two-stage creation of seasonal commercial plans (£1,2bn) that aligned with Group strategy, cascaded plans to senior management across all operational functions and assured readiness to seasonal launch.
Clients
Shop Direct Finance Company, Capita Business Services, Capita Consulting, AnaCap Financial Partners (VC & Private Equity), Cabot Finance, Apex Credit Management, Shop Direct, Co Op Funeral Care, Transaction Partnership Ltd, Matalan, Littlewoods, Everyday Financial Solutions.

Location
Liverpool, but not limited by location and happy to travel as assignment requires.
Professional Experience & Assignments
Aug 2017 – Oct 2019 Independent Programme Manager | Client: Shop Direct Finance Company
Engaged by Chief Risk Officer to deliver transformational business change programme (people, TOM and technology). Key stakeholders: CRO, CCO, CIO, Legal Director, Compliance Director & Finance Director.

· People:

· Delivered reduction in headcount, quicker resolution of complaints leading to better customer experience and utilisation of cheaper resource.
· Partially outsourced PPI activity to WebHelp for 18 months, cancelled all remaining UK & ROI PPI policies, completed strategic review and changes in how and where credit and retail complaints are handled and shaped further future estate changes.
· TOM:
· Delivered changes to existing PPI TOM, reflecting new Regulator policies.
· Agreed principles behind new Unaffordable Lending TOM and then built the TOM with multi-level governance model and approval through Risk Management Committee.
· Technology:
· Upgraded complaints management system (from on-premise to SaaS solution), delivered new online PPI complaints form and website content changes.
· Mentored two permanent Project Managers.

Feb 2017 – Jul 2017 Independent Delivery Manager | Client: Co Op Funeral Care
Engaged by Head of IT to deliver an ambitious IT change portfolio in challenging timescales.

· Delivered multiple IT application related projects through in-house teams, multiple 3rd parties. 
Jul 2016 – Jan 2017 Independent Implementation Manager | Client: Matalan
Engaged by Partner at Transaction Partnership Ltd to assist Matalan in the preparation of their data migration and wider implementation of a replacement E-Commerce platform. 

· Led data migration definition through to test phase completion.
· Introduced templates, governance to define and manage implementation cutover activities for each phase. Introduced template to manage test pipe activities.
Mar 2015 – May 2016 Independent Programme Manager | Client: Shop Direct Finance Company
Engaged by Insurance & Legal Directors to rescue a PPI remediation programme that was 6 months behind plan, with a fixed end date (agreed between CEO and Regulator). Key stakeholders: CEO, Insurance Director, Risk Director, Legal Director, Compliance Director and Finance Director.

· Recovered programme through redefined governance, improved understanding of roles and cross-functional collaboration, revised delivery approach and focused on critical path.
· Delivered operational 3rd party Contact Centre, with new PPI TOM, in under 4 months.

· Achieved Regulator approval of CEO attestation.
· Closed 3rd party Contact Centre and successfully transitioned residual elements into BAU.
Aug 2013 – Feb 2015 Independent Programme Manager | Client: Shop Direct
Engaged by Insurance Director to deliver strategic digital transformation; expanding the insurance portfolio with greater focus around their online presence. Key stakeholders: Insurance Director and CIO.

· Created roadmap to introduce four new insurance products.
· Delivered two new home insurance products for existing, new customers via inhouse, affiliates and aggregator channels. Challenges: Nine contracting parties and challenges in aligning change cultures and delivery methodologies (both agile and waterfall) across all companies.
· Mentored permanent Project Manager and provided input into the establishment of a Programme and Portfolio Management Practice, to ensure consistency in approach and best practice.
May 2013 – Jul 2013
Independent Senior Project Manager | Clients: Capita Consulting, Capita Business Services
Engaged by Capita Business Services to help Capita Consulting demonstrate their capability to significantly ramp its PPI team in order to extend Capita's outsource contract with Lloyds Banking Group (LBG). Key stakeholder: Customer Services Director.
· Implemented governance, oversight for transition of existing / new staff through to effective PPI staff.
May 2012 – Dec 2012 Independent Senior Project Manager | Clients: AnaCap Financial Partners (VC & Private Equity), Cabot Finance, Apex Credit Management

Following M&A and in preparation for a sale, AnaCap Financial Partners were bringing two debt management businesses together on a TOE, with combined business processes. Engaged to provide expertise in project recovery, release management and test management to better set the programme team up for success. Key stakeholders: AnaCap Financial Partners MD, Cabot & Apex MD & Head of Change.

· Key challenges; lack of approach / immature process to deliver complex releases, no control of Data Migration & BI / Data Warehouse projects and no business / project team 'buy in' for testing function. 

· Provided approach, templates to manage releases, environments and code configuration. Completed skills transfer.
· Introduced control and risk mitigation across projects, business approval of programme testing scope and greater degree of planning in test phase preparation, execution.
Feb 2011 – Mar 2012 
Head of Business Planning – Programme Management | Shop Direct Group
Several instances of mis-aligned cross-functional commercial plans, resulting in multi £m costs. Key stakeholders: Director of Business Planning, Group Strategy Director, Group Product Director, Executive.

· Challenged key director resistance to engage in process, facilitated two-stage creation of seasonal commercial plans (£1,2bn) that fully aligned with Group strategy, cascaded plans to senior management across all operational functions and assured readiness to seasonal launch.
Jan 2010 – Feb 2011 FS Change Portfolio Manager | Shop Direct Group
Change portfolio was split into 3 portfolios; to promote a better business understanding within portfolio teams and better stakeholder management. FS portfolio was largest change portfolio (2 programmes and c. 50 projects), delivered by mix of Programme Managers, Project Managers, Business Analysts and 3rd parties. Key stakeholders: Head of Group Change, CEO, COO, Brand Director.

· Implemented portfolio vision and action plan.

· Introduced project quality gates, portfolio resource tracker and benefits tracker. £28m portfolio to deliver £58m benefits by July 2013, with +£10m benefits delivered by Feb 2011 for C-suite leaders.

· Member of the leadership team that created a Programme / Project Manager skills and behaviours matrix to support career development within the performance management framework.

Sept 2005 – Dec 2009 Programme Manager | Shop Direct Group
· Delivered pragmatic online, offline solution for Consumer Credit Directive 2010, which mitigated risks to customer recruitment, retention.

· Introduced Agile into Shop Direct, including how it would link with proprietary Waterfall methodology.
· Provided assurance, for C-suite leaders, on a DunnHumby led programme.

· Successfully migrated 6m customer accounts and £126m of customer arrear balances (across 12 brands) from archaic legacy platforms onto Target Operating Environment, as part of the merger of Shop Direct and Littlewoods in £350m business transformation programme.

· Member of leadership team that delivered centralised Change function, allowing early exit of the management consultancy that were brought in to deliver above business transformation programme.
Early Career: Business Analyst, Systems Analyst, Principal Systems Analyst and Project Manager 
Education
North East Wales Institute: BSc Computer Studies
Interests
· Cycling: Raised +£4k in support of Dallaglio RugbyWorks cycling over 500km in 5 days from Evian, through Chamonix, Verbier, Brig, Bellinzona finishing in Lake Como, having climbed 11,600m along the way. The charity works nationally with disengaged young people to get them into sustained education and employment … I hate seeing talent go to waste!
· Rugby Union: Sale Sharks season ticket holder, attending matches with my son.
· Football: Support Liverpool FC.

