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Profile Summary
Companies bring me in when they have problems around their IT & business management arena, covering Operations, Service Management, Architecture Strategies all the way down to auditing staffing resource and budgets.

When I fully identify the issue I give the client the ways and means to change to meet business requirements.

Many of these have been tough assignments, but I have always delivered results.
· I have over 18 years in IT, with over 14 years managing senior roles within IT Operations & Service, Project and programme management.

· Service Management – Definition / Design / Implementation and Continuous Improvement.

· NOC / Data Centre Management Services:– SAAS -IAAS-PAAS.(Cloud & Virtual Services).

· Cloud Hosting and implementation services.

· Budgetary responsibilities exceeding £42 million on new builds + £12 Million OpCos budget.

· Running  international multi site support and operations for various establishments.

· Develop and deliver 3-5 year operational strategies to meet company requirements.

· Building and developing relationships with stakeholders & partners.

· Managing all business systems including infrastructure, software and PC / Laptop areas.

· Full software development covering full SDLC, managing over 80 developers. 

· Full project and programme management.

· Staff management from 100 to over 240 (International Multi site) with full development teams.

· IT Governance frameworks Audit – Assess – Plan & then Deliver.

· Contract management of services in excess of £32 million.

· Partner / Vendor control, managing service levels and negotiating all commercial agreements.

· Utilise various ERP & CRM packages (Oracle, IBM & CA).

· Defining bespoke solutions to clients requirements.

· Delivering change management process covering ALL areas within IT.

· Active mentor and leader who will coach and support staff development.

· Provide excellent customer support.

· Improving performance and productivity of the business, enhancing business benefit and reducing operational costs either by BPO or changing the structured processes.

From July 2001 onwards I ran my own IT consultancy and another service company. So any gaps were taken up by small contracts or working on my other company.
Nov 2010 – present Business & IT Operations Consultant (Director level).
I have assisted various governments departments (HMRC & DWP) and other companies (CapGemini/Capita) that have had problems with:-

· Security policy integration for regulated and monitored secure areas (Dark fibre secure bunkered data centres).

· Hosting applications and associated platform requirements.

· Service management & auditing of service deliverables.

· Staff 4x teams of 60 covering support, networking, BC/DR & operations.

· Data Management – Warehousing and use for Business intelligence.

· Strategic planning for IT to meet 3-5 year Target Operating Models.

· Product development of in-house software or outsource to 3rd party vendor.

· Support & Consult with pre-sales teams to obtain new business.

· Budgets in excess of £30 million covering multiple sites.

· Management of Software Development timetables and manage objectives.

· Infrastructure architecture renewals.

· Management and monitoring of Data Centre estates. (ISO 270001/9000).

· Implement and manage BC/DR policies.

· Procurement strategies and compliance in accordance with government policies.

· Spending and procurement methods, along with setting divisional strategies. 

· Assess all incoming managed service provisions, detailing improvements and rectify failing areas. Arena:- Data centre Operations, Infrastructure services, Secure Telecoms handling.

These have been managing all side of help desk operations services, all tiers of support.

Unable to disclose fully due to Non Disclosure Agreements / Contract terms. 

Torridge Training June-Nov 2010 - IT Director
I provided my services to this charity to help evaluate their requirements and define the change programme needed for their corporate IT systems.

Staff = 10.

Budget = £250k.
Infrastructure architecture analysis and define and evolve their networks.

Look at new product offerings for use by clients looking to return to employment.

Change client offering to hosted applications for ease of their client base.

Asses new services impact on company, finances and overall benefit to the client.

Define and implement security policies to meet government guideline for access to the Government Data Network.

Looking at development of bespoke software for training and developing people of unemployed clients.

I looked at areas that could outsource as managed services and defined the criteria that should be followed when dealing with bids.

Work to ISO 27001 / 9000 standards.
Lloyd’s Banking Group – 2009-2010 Director Infrastructure & Change.
My contract was to look for duplicated architecture within Data Centre and Hosted Service environments.

Managed  services areas of IT functions including main corporate HR and business systems, telecoms and other areas associated with IT operations.

Staff in hand 100+

Budget of £20million to use for change programmes. 

Manage hosting environments and BC/DR functions for both primary and secondary Data Centre staging.

Manage the service provisions of merchant processing (Via EPOS links).

I managed and defined the changes of the PMO to account for new work streams or changes to staffing structures that would affect the governance and risk areas.

I had to ensure that all managed service operations were 1)Viable, 2)Cost efficient, 3)Properly resourced and 4)Able to cope with ongoing change.

Operating within FSA regulatory environment and ISO 270001 / 9000 standards (Various).

Look at further changes to hosted product offering and impact analysis on existing teams / architecture and budgets.

Westwood Ltd Oct 2008-2009 - Chief Technical Officer.
Staff 2.

Budget for change £100k.

This contract was to evaluate the systems, process and overall effectiveness of their IT provision.

I complete audits on the architecture and ability to cope with any increased demand, along with the ability to cover full 

Disaster Recovery and Business Continuity scenarios.

Put the necessary development models into action covering their IT strategies.

Look at any suitable outsourced IT providers that can reduce overheads.

I reported straight to the Managing Director.

Subyako Consultant April-August 2006 - Services Consultant.
Medical company requiring the integration of the IT recovery plans to allow full business working.

I defined the business change that was required and how they should effectively implement this.

Assist the company implement changes to ensure complete business continuity, these were:-

· Outsourcing data hosting to other companies on ‘Fixed Price’ Contracts.

· Assess new product offerings through hosted solutions platforms (SAAS etc). 

· Change their delivery platform for their clients access.

· Client liaison on new service offerings.

· Directly accountable and report to stakeholders / CxO level.

· Assess managed service contracts and negotiate service contracts with global clients.

· Provide effective service models that are used with clients.

· Training requirements to effectively manage this task.

HM Customs - Service Director March-August 2005.
This role was to evaluate the operational performance, account performance and  look at the ICT outsourced service issues, supplied under outsourcing’ agreements: -

· Monitor and check SLA Performance.

· Contract verification – Are the services provided what they are getting, through Audit process.

· Manage changes to the managed service / BPO contracts circa £40 mill.

· Report to the stakeholders on service operations performance and change programmes required.

· Manage the change programme with internal or external project staff.

· Check service catalogue adherence and alert on weak ‘Hot Spots’ before critical failure.

· Initiate PMO change programmes and projects to maintain service – With 5+ PM’s.

HM Probations Service – Operations Consultant January-June 2003.
My remit was to evaluate the changes that I had suggested they implement in order to reduce costs and identify other service issues.

· Report direct to the stakeholders.

· Full evaluation and reporting on previous changes put in place.

· Devise the performance improvement regime.

· Manage PMO programme delivery on operational change with in-house project managers, devise the PID and follow progress in line with contract.

· Formulate training regime for staff on existing and new systems, in order to reduce service calls from inexperienced staff. 

· Formulate induction training for new staff to attend before using IT services.

· Change the help desk structure and the support team environment to provide effective support throughout the regions structure.

HM Probations Service –Operations Consultant February-August 2002.
My role was to audit the current operations of the IT department for the South West area, as there were clear deficiencies and put the new change strategy into place.

Report findings direct to the board and stakeholders. 

The purpose of this role was to: -

· Ascertain current working standards and improve the resolution and support process.

· Complete Business systems and data centre infrastructure audit for:-

· Disaster Recovery

· Backup

· Resilience (No Single Point of Failure).

· Improve the End-to-end service provision of IT service for the South West Sector.

· Check, validate and manage existing SLA’s for the entire South West Sector.

· Monitor and validate service information and provide reports direct to the board.

· Check incident management process and liaise with outsourced suppliers.

· Provide resolution escalation points, ensuring faults are reported and followed to completion.

· Implement these changes to provide constant & consistent delivery of BAU IT services across all business sections.

April 2000 – July 2001 Chief Technical Officer  - NTL.  

Staff of 120 + contractors and  an additional 210 staff when managing call centres.

I managed a hosting and website production software service to many major league football clubs.
I recruited all all the teams to deliver a number of projects, both on large scale Data Centre build and bring in all the development teams in-house.

Ran multiple product work streams.

Tailored products and services to clients requirements.

The project was to build our own unique data centre covering and bring in our vast array of web servers and critical infrastructure equipment that was located in our other data centres or co-located elsewhere.

I defined all the operational and transformational changes that were required, as we had previously used external consultants to develop the product. With this change the deliverables and working structure had to change.

· Manage all SAAS, IAAS and PAAS services to multi site data centre services.

· Develop products with the 80 development members under my control.

· Build complete online retail portals.

· Implemented full EPOS & merchant processing systems via Oracle & IBM.

· Manage the full SDLC and budgets

· Evolve all services in line with market trends and new technology.

· Delivery of all clients services to the highest level.

· Negotiating and managing vendor contracts. £35Mill spend with savings of £7mill on contracts and procurement.

· Define architecture with infrastructure and network architect.

· Implement ERP & CRM packages to manage project, programmes and staffing 

· Manage the new Network Operations Centre & existing data centre.

· I managed the service operations for all Internet, Hosting, Interactive and Mobile products.

· Extensive stakeholder interaction at CxO level.

· Defined the service models for SLA/OLA’s for clients on an individual basis, tailored the their exact requirements. 

Career Break Taken  prior to being outsourced.

October 1997. 6 Month Contract. Barclays Bank - Project Director.
Staff involved were 80. Development, Infrastructure & Operational. 

Budget £22Million for complete build, documentation and support contract.

I had other senior consultancy companies working with me on this project, they were KPMG and think that Logica were also involved.

I was brought in to troubleshoot a project that was going awry, namely a 120 seat call centre that had no clearly defined roadmap.

· Define the project and product roadmap and set out project scope and bring back on track.

· Manage the contractual deliverables and client requirements.
· Manage the project for a Barclay's call centre build.

· Manage and continually develop the product to meet changing environment.

· Contract manage the complete build, with full stakeholder involvement.

· Manage contractors and service vendors for ‘Fixed Price Contracts’.

· Manage the LAN/WAN network integration through secure end points via VPN.

· Chair board meetings with clients to advise them of project progress.

· Plan and manage the activities of the project and programme managers within the team. 

May 1994 – Oct 1999
HM C&E-I.T. Head of IT Operations.

HIGH LEVEL SECURITY CLEARED – Secure Encrypted Environments.
32 staff based over the region. P&L of £2mill and budget scope of £15mill.

Complete management of DC services, Telecoms, Radio Networks, Desktops and all other areas of IT.

I managed software development and roll-out all over HMC&E, using various in-house and external parties.
I managed 4 data centres for our southern region, each region had specific requirements on the outset.

I managed the transition and consolidated this to 1 large central data centre and a secondary Disaster Recovery Centre & I was tasked with this change all prior to being outsourced!!!
· Managed the LAN/WAN security architecture, ensuring full government compliance on a 24/7 basis.

· Manage the contracts and monitor against SLA and service offering, levying penalties for failure.

· Programme management covering network overhauls and refreshments, new desktop roll outs etc.

· Managed customer contact throughout the business areas.

· Completed service management reviews of all services running, offered or in development, to ensure that network loadings/capacity tolerances are within limits.

· Staff management dealing with leave, performance reviews and disciplinary reviews.

· Provided support to other business managers when dealing with projects.

· Defined disaster recovery strategy. (Off site storage and mirroring / fall-back hardware)

· Plan and manage the bid process and due diligence ready for handover of IT services to an outsourced company.

August 1989 to May 1994
HMC&E IT Technician to IT Manager in April 1992.

I came up the ranks from a technicians role, where my daily responsibilities were to log service calls and deal with issues over the phone.

PERSONAL & EDUCATION
Area of Residence
Birth Place


Bideford, Devon.

Reading.



Qualifications - 1989

G.C.S.E. - English Literature & Language, Maths, Economics, Geography, Physics,

Chemistry & Photography.

PRINCE Project Management, CNE Novell 3.12, Contract Management Methods. Best Practice Environments. Outsourced and sourcing patterns.

Effective Resource & Recruitment, Budget Management.
