

	Personal Information
	Current Address:        11A Cranshaw Drive
                                    Blackburn

                                    Lancashire

                                    BB1 8RE
Business Name:          AH Solution Design Ltd

Telephone:                  01254 663705 (Home)  

                                    07801 065958 (Mobile – best contact)

E-mail:                        alan@ahsolutiondesign.co.uk

Marital status:             Married

Nationality:                 British

Date Of Birth:             26/04/1960

Place of Birth:             Blackburn, England

Dependants:                0
Licences Held:             Full Driving Licence

Health:                         Excellent



	Overview
	"An extremely capable individual who adopts a 'can do' approach to work solutions. Has developed a key ability in negotiating and understanding user requirements of an IT solution, together with developing processes (both system and business) to deliver the requirements. Is willing to use his capabilities to their full extent, and indeed continually striving to build new skills to improve product delivery where possible" 

(Extract from former work appraisal)

Key Descriptive Words:

· Hard Working, Motivational, Reliable, Trustworthy, Committed, Organised, Good communication and presentation skills




	Work Experience – Last 5 Years Overview
	07/2000 – Current 
Director – AH Solution Design Limited – Providing IT Consultancy as Contracted to British Telecom 

10/2005 – Current  - BT Exact - Programme Delivery Manager

· Development of BT Retail systems in BT Retail’s creation as a separate Communications Provider as part of BT Group, and operating as an individual business. Development aligned to Ofcom Strategic Review.

· Working with cross business areas and systems development teams to determine scope

· Defining and planning the roadmap of development changes required over delivery cycle drops 

· Review of ‘End To End Designs’ to meet business needs

· Development & management of delivery plans, dependency maps, risk & issues registers
· Liaison with key stakeholders across the programme

· Engagement with multiple component systems development streams to determine delivery, test, and deployment plans 

· ‘End to End’ delivery management for the releases according to delivery cycles
· Engagement with business communities to develop business processes, procedures, training for end users of developed systems 

10/2004 – 10/2005  - BT 21Century Network CRM Delivery Manager

· Working with cross systems development teams to determine scope

· Defining and planning the roadmap of development changes required over 90 day delivery cycle drops 

· Review and approval of ‘End To End Designs’ to meet business needs

· Liaison with key stakeholders across the programme

· Delivery management for the releases according to 90 day cycles

· Liaison with deployment and AIS to ensure deployment in line with business acceptability

· Review and sign off of Low Level Designs

· Resource and Budget Tracking 

10/2001 – 09/2004  - BT Mobile Operational Delivery Manager

· Overall responsibility for E2E Operational Business Architecture for this new venture
· Development of Operational delivery plans

· Development of Outsourcing solution (BT Mobile Operation outsourced to 3rd party call centre)

· Development of Customer Experience Framework – model determining the required customer experience that the Operation needs to develop towards

· Development of Operating Model to support business

· Design of E2E business processes surrounding all functions of the Mobile marketplace, including fulfilment, delivery, activation, billing, etc

· Creation of E2E contact strategy

· E2E design authority on systems / business process alignment

· Development of migration programme from initial delivery to market through various system upgrades and enhancements

· Development of interfaces into 3rd party suppliers (credit checking, order fulfilment house, network provider) 

· Design authority on detailed user procedures across all functions of operation

· Design authority on Operational acceptance and strategic alignment of the E2E systems deliverables

· Design authority on all elements of User training

· Ongoing developments to move from an Inbound Voice Call solution through to sales on BT.Com, in retail stores (e.g. Carphone Warehouse, Phones4U etc), 3rd Party Referrers (e.g. Argos), and Affinity Partners (e.g. MSN)

· Overall lead on prioritisation of undelivered requirements to meet future strategic direction and gain Operational Efficiency
03/2001 – 10/2001  - BT Broadband Delivery Manager

· Further realisation of investment in Strategic Siebel CRM platform

· Overall responsibility for delivery of new functions to provision BT Broadband

· Design of business architecture to support all functions within the Operation, including Sales, Service, Fault&Repair, Order Management

· Developed links into BT legacy fulfilment systems to deliver ‘one touch’ approach to customer contact (first contact resolution)

· Created ‘360 degree’ view of customer, building in all elements of customer information (other products, billing history etc) to enable advisors to understand and assess customer needs and offer products meeting customer need

· Siebel platform provisions all line upgrades, hardware delivery etc to migrate customer from standard PSTN to BT Broadband

· Development of E2E architecture, and lead ‘solution design’ input to Processes, Procedures, Training Design & Delivery, Knowledge Management, Desktop builds, Infrastructure delivery, Deployment Management
03/2001 – 10/2001 – BT 150 CRM Migration Delivery Manager

· Overall responsibility for delivery of key projects to meet BT’s CRM Strategic plans

· Functional Design Lead Team Leader, realising investment in Siebel platform for eContact, now evolving this into central customer contact database for inbound calls on BT 150 channel 
· All interactions feed to and integrated with Siebel customer database – and interface back out to BT operational / legacy databases

· Additional realisation of strategic direction towards BT Telemarketing CRM strategy model

· Defined future state, created requirements and functional designs, then - working alongside the development community - managing functional designs to completion (over a series of enhancement releases)

· Developed links to BT customer and marketing databases to collate customer information ‘real time’
07/2000 – 03/2001 BT Consumer CRM Delivery Manager:
· Overall responsibility for delivery of key projects to meet BT’s CRM Strategic plans

· Functional Design Lead Team Leader, developing business capability to interact with customer via various modes of interaction – Web Based ‘Text Chat’, ‘Call Me’, ‘Scheduled Call Me’, E-Mail. (Commonly known as eContact)
· Additional enhancement releases cater for incoming and outgoing telephone voice call recognition.

· All interactions feed to and integrated with Siebel customer database – and interface back out to BT operational / legacy databases

· Built BT Telemarketing CRM strategy model

· Defined future state, created requirements and functional designs, then - working alongside the development community - managing functional designs to completion (over a series of enhancement releases)

· Solution creates links with Internet, utilises Genesys environment to route into ‘call queues’ and backed onto Siebel Call Centre (Siebel 2000)

· Developed smart scripting and product configurator in Siebel to assist turning ‘browsers’ into ‘buyers’. 

· Developed links to BT customer and marketing databases to collate customer information ‘real time’
· Strong input into training development to ensure culture shift to CRM model handled effectively



Detailed Appendix

	Previous Employment History
	June 1986 60 July 2000 – Prudential Assurance Co (Various Positions):

1999-6/2000

Prudential -  Point-Of-Sale Project Lead Analyst

· Building further on business capabilities of previous delivery (see below), moving the business into the next state – Point Of Sale customer interaction.
· Lead Business Analyst / Solutions Architect on Prudential’s ‘Point Of Sale’ project to ensure alignment with the longer term strategic goals of the business, and ‘fit’ with current sales processes and systems
· Working through the development lifecycle, re-engineering the business processes surrounding capture, update and storage of customer data. 
· Defining future state, requirements, functional specifications, feeding into test plans, implementation plans, ‘user readiness’ plans
· Liasing with business managers to understand requirement, report and resolve issues and reporting back to the development managers with prioritised solutions
· Solution builds links between Siebel database and VBA front end, in a remote laptop environment - building upon current operability of Siebel Sales Enterprise
1997-1999

Prudential -  CRM Transformation Project (DCD) Business Architect

· Overall responsibility (as Business Architect) for ensuring that the needs of the business community are catered for in the 'Strategic IT Programme' - £120m project spanning a 2 year lifecycle. 

· Acted as Business Architect / Solutions Architect / Lead Analyst on development of enterprise wide customer management solution, using ‘Siebel Sales Enterprise’ to deliver solution to support both the local branch network and the remote ‘laptop based’ Direct Sales Force. 

· Adapted Siebel core functionality to meet the business requirements. Worked with the Siebel configuration team to develop required functionality

This was a major management role within Prudential’s largest CRM / Business Change programme. The role involved communication at all levels of the organisation, from Director to Salesperson, and involves an ability to work at both high level (strategic direction) and detailed base knowledge (functionality) levels.

Dates:            February 1996 – July 1997

Job Title:       Prudentail -  Project Manager

Job Description
Project management of a number of Prudential's 'Business Change' projects. Involved ongoing updating and maintenance of existing systems. Developed the requirements for the corporate Customer Management System and Data Warehouse

Dates:            July 1995 – February 1996

Job Title:       Prudential - Business Analyst / Key User

Job Description
Developed Prudential's first Integrated Management Information system (BASIS) to collect information from a large number of sources across the organisation and placing these within a single reporting environment. Acted as user representative on the project, ensuring that the IT areas developed my ideas into robust systems. Responsibility for confirming and agreeing requirements, agreeing scope with senior management, creation of the cost case to support the development, ensuring regulatory functional requirements were met. Additionally designed the end user report structure to satisfy the business needs, end user acceptance testing, design and development of training materials, training of local branch staff to use the system, completion of a detailed user reference manual
Dates:            June 1991 - July 1995

Job Title:       Prudential - Sales Manager

Job Description
Managing the sales actions of a team of Financial Consultants- Responsible for ensuring the sales  plan is continually met. Responsible for ensuring the sales team operates in a compliant manner. Ensuring the licensing of new products was carried out effectively. Recruitment, training & development of new staff. Developed new Management information system for personal use which proved extremely effective. Rolled System out to local Branch, then to Regional Group. System was so successful,  Head Office seconded me in to develop a robust national system

Dates:            June 1989 - June 1991

Job Title:       Prudential - Customer Services Manager

Job Description
Managing the service staff to achieve sales and servicing targets, maintain morale, team building, audit management, compliance management

Dates:            January 1987 – June 1989

Job Title:       Prudential -  Section Manager

Job Description
Managing a team of District Agents in their everyday jobs. Promoting the achievement of the sales plan, auditing collecting books, staff management, morale management

Dates:            June 1986 – January 1987

Job Title:       Prudential -  Trainee Section Manager

Job Description
Trainee manager, learning skills surrounding sales, service and staff management

Dates:            September 1984 - June 1986

Job Title:       Prudential - District Agent

Job Description
Sales and service duties of a Prudential District Agent. Collecting premiums from customers, selling insurance and assurance products

Dates:            March 1977 - September 1984
Employer:     Vickers Shipbuilding and Engineering (Barrow) Ltd
Employment Resume:

Dates:            July 1979 - September 1984

Job Title:       Computer Numerically Controlled Miller / Programmer

Job Description
Operating and programming computer based milling machines, engineering armament parts to fine tolerances

Dates:            March 1977 - July 1979 

Job Title:       Miller

Job Description
Operating milling machines, engineering armament parts to fine tolerances


	Interests And Activities


	Ten Pin Bowling, Music

Conducts voluntary coaching of children (Sports council accredited) in Ten Pin Bowling



	Education
	1970 – 1976
Everton High School,  Blackburn,  Lancs.

· O Level English Language, English Literature, Mathematics, History, Physics, Geography, Technical Drawing

· CSE Metalwork, Biology



	Professional Training
	· Sales Management Skills

· Project Management Improvement Programme (PMIP)

· Business Analysis Methodology

· Managing People For Personal Success

· Siebel 7 Requirements Mapping Certification Course
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