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PROFILE
An experienced team leader, highly focused, target-driven, with a keen eye for relationship dynamics, a structured mind and an approach to processes that is both rigorous and flexible.  Collaborates effectively with board-level partners to translate operational challenges into strategies and measurable goals.
Broad, international business experience, including programme/project management, rapid PMO implementation for multi-million £ programme, business planning, financial forecasting, and operations management.  Innovative problem solver, highly organised, with ability to leverage technology in business.  Professional achievements in Europe, the USA and Asia, mostly within global corporations, supported by first-class language skills. 
SPECIALTIES

· PMO, Programme & Project management: PRINCE2 Practitioner with 8 years experience in applying robust governance to programmes & projects with all degrees of technical & business focus.  Direct, recent exposure to ITIL framework within consultancy environment – currently preparing for formal ITIL Foundation exam.  Confident & regular user of MS Project.  Delivered financial forecasts, business cases and client-facing proposals, stakeholder analyses, programme communication plans, rigorous risk management and change control.
· Team leadership: directly managed large multidisciplinary teams of professionals – including  job design, recruitment, performance management, coaching, mentoring, and aligning activities with overall business strategy & values.  Manages confidently both directly and in a matrix environment.  Develops and maintains effective third-party & client relationships.  A confident group facilitator, skilled at effectively channelling communication within the business.
· Change management: achievements in leading cross-functional teams through business change, reengineering processes, designing SLAs, and developing key performance indicators.  Well versed in the use of workflow management tools, analytics packages and business process reengineering methods.  Achievements in multinational & consultancy environments, sourcing projects (RFP/ITT), and off-shoring strategies.  Member of the International Association of Outsourcing Professionals (IAOP).   
PROFESSIONAL EXPERIENCE
	AMERICAN EXPRESS – International Online Servicing division
American Express Company is a leading global payments, network and travel company.  It operates in 130 countries.
	Project Manager

May-December 2008
(contract)


Within the division’s PMO group, managed development of the online servicing channel for consumer & corporate card accounts (15 million communications per year with direct impact on customer behaviour and credit retrieval), across 14 markets in Latin America, Canada, Europe, Asia and Australia.  
Responsibilities & achievements:
· Through relentless communication with senior stakeholders, team leads and PMO process owners, salvaged account servicing development project (stalled for 3 months due to lack of governance and change control), and ensured the project was set to deliver its expected outcomes, namely: 

· savings in excess of $M for American Express, by driving customers to online account services thereby reducing costly print/shipping and call-centre usage.

· minimising  the risk of credit loss for American Express, by ensuring reliable and predictable payment-due notification via the email channel for all customers enrolled in the service.

· consistency of customer experience globally (service, functionality and brand)
· Re-aligned the project with PMO processes, business strategy and international Legal & Compliance requirements.   This involved:
· influencing senior partners and leveraging escalation procedures to engage all teams into the project with suitable levels of focus and resource planning.
· rapidly acquiring detailed knowledge and understanding of complex project management processes, local compliance requirements, overall business strategy and VP’s concerns.
· complete review of project business case (objectives, requirements, financials and status within the programme and product development strategy) to provide a base-line understood by all.
· Drove delivery of all requirements by implementing critical changes in the structure of the project, namely: 

· planning alignment between business groups (14 local project managers worldwide) and technology work streams on- and off-shore (4 technical development groups in the US/India + UAT/testing team in the UK)

· stakeholder analysis and changes in the project team structure

· implementation of processes for regular, targeted communication to Vice President based on high-level financials, risks and milestones.
	SANDRUNNER Ltd – Programme Management Office

A Management Consultancy focusing on Outsourcing Services, and delivering major IT and Business Change Programmes.
	Programme Planner

February-May 2008 (contract)


Responsible for the rapid set-up of a PMO environment for the Strategy & Design phase of a £10M business transformation programme spanning all IT Services for Sandrunner’s client, one of the largest Departments in the UK Government (90,000 desktops).   

Due to the significant business change, high people impact and potential media exposure it involved, the programme was politically sensitive and required rigorous communication planning and governance.

Responsibilities & achievements:

· PMO set-up (roles and processes) and implementation

· High-level programme plan (in line with ITIL framework) across all service towers
· Stakeholder analysis  and ‘heat map’ and Senior stakeholders communication plan
· Direct support to the Programme Manager

· Direct management of the Programme Support resource.

ADDITIONAL CONSULTANCY WORK

· Jan-Feb 2008: Head of Production for Panlogic Ltd – engineered campaign planning & delivery processes for this award-winning digital agency.  Drove project initiation, requirements workshops and cost modelling for projects on high-profile media & broadcast accounts including BBC Resources, Channel 4, Sky Interactive and Virgin.  Reviewed & enhanced SLAs between Panlogic and the NSPCC (a leading UK charity).  Managed Project Manager and development resources.
	LEXISNEXIS / REED ELSEVIER GROUP PLC – Global Data Fabrication Division
A leading global provider of business-to-business information.  LexisNexis is a trusted reference for a number of global Legal and Financial corporations.  13,000 employees, in 100 countries.
	European Content Operations Manager
May 2005 - Dec2007 (permanent)


Responsible for 40+ staff in the UK, the Philippines and India.  Accountable for production & maintenance of all EMEA content sourced from global publishing groups, to the online LexisNexis platform (portfolio of 100+ concurrent projects).  Responsible for translating operational issues into patterns, ideas & recommendations to support Vice President on a strategic level. Operational budget of £1.5M yearly.  
Achievements:
I joined the organisation shortly after it outsourced the Operation to Asia and I:
· Integrated and aligned the European Content Operation to the global LexisNexis sourcing model off-shoring strategy:
· designed a new operating model and yearly budget balancing global company strategy, local business units’ needs, and the current performance of the team.  Presented the model to executive management in the US and obtained approval to drive implementation.

· built a talented multilingual team with clear vision and roles:  created job descriptions for UK leads, managed recruitment process through to hiring, ensured frequent communication among leads, and directed team-building & planning sessions.

· derived company strategy into measurable goals and milestones; linked performance management with individual contribution to timelines, quality, information accuracy, and customer satisfaction. De-prioritised nonessential activities. Empowered leads to take ownership for their groups’ performance.

· worked closely with offshore supplier’s senior management, their teams and the US head-office, to create and enforce Standard Operating Procedures (SOP) across retained and outsourced functions.  Reviewed the SOP monthly by chairing a panel of representatives from all sub-teams, to ensure the processes remained nimble.

· Restored internal & external clients’ trust by reducing average project release time from 35 weeks to 10 weeks (corporate goal was 12):
· identified a “hot list” of threatened client projects, assigned most efficient resources to these, held frequent status reviews and reporting to affected clients and executive leaders, and directed visits to offshore suppliers to get hot-listed projects back on track through targeted programmes of activities and advanced training.

· engaged in a campaign to champion the services of the team, through regular face-to-face meetings and presentations, proactive follow-up on their issues, regular reporting of production progress against agreed goals, and championing of the new operating model.

· established a balance between client requirements, providers’ technical capability and the company’s own standards, by working consistently with external clients (Financial Times, The Independent, VNU Publishing, PCM-Wegener…), subject matter experts and content providers.
· directed transfer of projects’ status information from individual spreadsheets into central information repository; enabled management information self-service for internal clients and executives.
· increased accuracy of Management Information (MI) held in this repository from 75% to 99%; enforced process to ensure near real-time updates of MI by relevant owners, implemented MI accuracy ratings, and allocated independent resources to audit MI and to report its accuracy to internal customers and executive management weekly.

	BMJ PUBLISHING GROUP – Programme Management Office

A global medical publisher.  Launched in 1840, The British Medical Journal is the Group’s flagship journal. BMJ also provides a range of knowledge products including  tailored content, events, learning resources and recruitment services.
	Project Manager
Sep 2001-May 2005 (permanent)


As part of the Programme Management Office (PMO), successfully delivered a range of technical & business change projects; educated staff in best-practice project management; and championed the PMO as a centre of excellence with executive management.  

Achievements:

Matrix managed cross-functional project teams of 20+ with av. £0.5M budgets and CEO/COO as sponsors, on high-exposure projects including:
· Evaluation of the business case for a new Event Management System, incl. direct management of Business Analyst, researching potential suppliers, designing and driving Request for Proposal process, and deriving options and recommendations based on complete requirements, risk, financial and Return On Investment (ROI) data.
· Development of the UK number-one career advertising platform for medical practitioners, through replacement of backend advertising system and related sales/billing processes.
· Development of product offering for world-class medical journal including the launch of a ‘GP’ supplement online and in print.
· Review and enhancement of content production processes and workflow for the print & online versions of Clinical Evidence, a leading evidence-based professional reference for doctors.

· Development of BMJ Learning (learning.bmj.com), a leading learning website for medical professionals, for which I project managed the creation of interactive modules on Pain Management (involving medical authors, editorial team, creative agency and developers).

ADDITIONAL INFORMATION
· Earlier role:  Webmaster/Project Administrator at Urban Catalyst (2000-01) – designed and implemented the company’s website, and supported the CEO and Project Director with urban development projects.
· Membership:  member of the International Association of Outsourcing Professionals (IAOP)

· Professional Certifications:  Prince 2 Practitioner. Preparing ITIL Foundation.
· Education:  Masters in Philosophy, University of Toulouse, France (2000)

· Languages:  bilingual English/French, conversational Spanish, basic German
· Software skills:  MS Office incl. Excel, Project and PowerPoint; Omniture web analytics; ERP software incl. PeopleSoft and a number of proprietary systems; development experience with XML, XSLT, Java, and C++.
· Personal interests & achievements:  I recently run my first half-marathon (13.1 miles) in 1 h 54 min, and am training for the Bath Half Marathon in 2009 on behalf of Shelter (a charity campaigning to improve the lives of homeless people); recently fed my passion for travel with trips to Japan and Canada; took life drawing courses at St Martins College of Arts.
