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PROFILE:
I have a unique ability to excel in all levels of organisational effectiveness including executive level presentations, staff and line management, systems, technology and telecommunications integration.  I have the ability to ensure that my teams deliver financial savings and tangible business improvements throughout their lice cycle.  At all times ensuring that direct reports have the ability to grow, gain experience and are fully prepared to take on additional responsibilities and roles.

ACHIEVEMENTS:
Established a Contact Centre/BPO/ITEC company from inception to an operational 1,000 seats

Introduced common Audit/Inspection procedures for various companies to ISO 9000 Standards

Produced the operational procedures of a Regional Communications Unit and assisted in its formation.

Evaluated working structures and procedures, enabling efficient and cost effective workflows
Managed the planning and Development of a replacement mobile secure voice system throughout NW Europe with links to Norway and the UK.
Developed a new Switch database for use by the Ministry of Defence in NW Europe

Career History:
From:
Jul 04.

Company:
Scicom (MSC) Bhd

Present
Position:
V. P. Operations
A Business Process Outsourcing (BPO) focusing on helping global companies build brands, reduce costs and improve existing operations, by relocating their customer contact centres and back office centres to Asia, managing centres from 38 countries globally in 32 languages.

· Responsible for the Project Management of multiple centres and their day-to-day operations ensuring delivery of contracted service levels.

· Successfully achieved renewal of quality standard certification for all direct reporting projects

· Project Management, development and implementation of Pilot projects prior to handing over to full management team

· Concurrently Managed Contact Centres for the following areas:

· Global Finance house providing data entry for loan service, payment services, dispersement services, pre-underwriting services, customer and dealer relationship management (Inbound and Outbound)

· Travel Agency operating throughout S. E. Asia

· MNC Technical helpdesk covering level 1 & 2 for WAN, LAN and Enterprise Solutions over 14 countries

· Malaysian Mobile Phone provider, covering inbound and outbound Pre-Paid, Post-Paid, Corporate accounts and Technical Services

· MNC Internet Security Services Technical Helpdesk servicing customers from the USA, Europe, S. E. Asia and Australia

· Long distance learning program providing English Lessons from basic conversation to corporate presentation

· Lead generation for an MNC providing Enterprise Solutions (Outbound)

· MNC Tobacco company customer service desk (Inbound and Outbound)

· Major Australian Telco providing customer, vendor and back office services along with distance project management.

· Managed multiple centres ranging from 10 to 850 agents

· Working closely with various support teams covering Tech design, Civil Works, Implementation and Confirmation Testing, Training, Human Resources, Finance and Business development and Software Development
From:
Aug 00.
Company:
OfficeTiger Database Systems India PLC
To:
Jan 04.
Position:
V. P. Systems, Telecommunications & Administration

OfficeTiger was a Professional Support Services outsourcing multinational company servicing top Blue Chip clients in the financial marketplace.

I was part of the founding management team responsible for Operations, Telecommunications, Software, development, Facilities and vendor relations throughout my tenure, leading to the eventual sell out to R. R. Donnelley for over $250 million.

· Planned and implemented the Systems & Telecommunication Packages required for a BPO/ITEC company.

· Designed the Call Flow process for a 1,000 seat Contact Centre.

· Established the working procedures for the production centre, catering to top 100 Blue Chip Clients in the Finance Marketplace

· Responsible for the day-to-day processes with the operations and production centres

· Establishing and maintaining the budget.

· Responsible for liaison with all Civil, Electrical, Telecommunications and Administrative authorities, along with vendor management.

· Management of 3 teams of specialist groups ranging from, Software Developers, System and Database administrators to Networking Administrators

From:
Feb 00.
Company:
Nortel Networks (M) Sdn Bhd
To:
Aug 00.
Position:
Snr Project Consultant (South East Asia)
A recognised world leader in providing communications capable of making business easy for both service provider and enterprise networks, supporting multimedia and business-critical applications.

I headed up a team of sales engineers and vendor representatives from the requirements phase to deliver after successful completion of User Acceptance Testing.  

· Responsible for projects within the S.E. Asia region

· Conducting negotiations with major clients (Technical/Workflows/Financial)

· Design of CRM solutions along with implementation, acceptance testing/reporting prior to transfer to the clinet

· Ensuring successful completion of all projects allocated

· Establishing and developing good working relationships with new and established partner companies

From:
Jan 98.
Company:
Solsis (M) Sdn Bhd
To:
Feb 00.
Position:
Technical Services Manager
An Information, Communications and Technology (ICT) service provider which, offers a full spectrum of ICT services to a range of customers in various industries from Government, education, telecommunication, Oil and Gas and financial services.

· Brought to a successful conclusion a project to implement one of the largest ATM Networks in the world, within the Kuala Lumpur City Centre (PETRONAS Twin Towers)

· Project Director, managing a team of 5 Project Managers responsible for design, implementation and user acceptance and testing

· Introduced and implemented a new Project Management Methodology that was adopted throughout the company.

· Restructured the ISO 9000 procedures to reflect the growing structure of the company.

From:
Aug 97.
Company:
Ikatan Perangsang Sdn Bhd
To:
Jan 98.
Position:
Senior Consultant
A small project based consultancy that provided services to both local and international companies.

· Established a Quality Management System in line with ISO 9000 for a Major Telecommunication Manufacturer within Malaysia

From:
Jun. 94.
Company:
GEC Marconi Projects Malaysia

To:  
Feb. 97.
Position:
Project Quality Manager

GEC was a major UK company involved in consumer and defence electronics, communications and engineering.

· Co-ordinated, Planned and Executed the following Quality Assurance Activities throughout 27 Sites within Peninsula and East Malaysia:

· Civil Works for Site Preparation and Acceptance.

· IT Acceptances for all ADP Hardware & Software.

· Telecommunications Acceptances for Telephone Switches, Fax, Data and Microwave/Fibre Optic interconnecting trunk Circuits.

· Sub System and Full System Acceptances for all the above activities.

· Production of Internal Procedures.

· Liaison with Customer (Government of Malaysia) on all matters of Quality.

· Introduced Quality Assurance Planning, Techniques and Procedures to Sub Contractors.

· Evaluated and Upgraded Sub Contractors Work Standards and Output.

From:
Mar. 94.
Company:
Northern Telecom

To:
Jun. 94.
Position:
Project Leader

Is a large UK Telecommunications equipment provider supplying services and equipment to mobile service providers such as Orange, One 2 One and British Telecom.

· Co-ordinated engineering Teams installing 7.5, 13, 14, 23 and 38 MHz microwave equipment.
· Ensuring Quality Assurance Criteria are met at all sites installed.
· Installation of Microwave equipment used on the HM Orange project.
· Internal wiring of BST and BTS sites.
· Testing and Commissioning Microwave equipment used on PCN/GSM Networks
From:
Sep. 93.
Company:
Mercury Personal Communications 

To:
Feb. 94
Position
Senior QA Consultant 

Is the digital mobile phone service that changed the face of personal communications forever within the UK.  MPC is a joint venture by Cable & Wireless and U.S. West.

· Managed the Quality Assurance aspects of 10 Major Contracts

· Assessment of Quality Assurance Systems/Plans/Procedures within existing and Prospective Contracts.

· Production of Procedures for a team of Auditors/Inspectors within the Infrastructure Quality Assurance Department.

· Management and Administration of a Team of Auditors/Inspectors.

· Liaison with Suppliers of Services and Equipment's to ensure that the needs of the firm are met.

· Proposed and introduced agreed changes to Procedures with the introduction of new equipment and tools.

Jan. 1969 - Aug. 1993
HM Forces (Army) Attaining the post of Senior Communications Manager

1992 - 1993


Senior Supply Manager (Communications)
I completed a full career within the Royal Corps of Signals starting from an Apprentice Tradesman at the age of 15 until I left the military with an outstanding record and the rank of Warrant Office Class 1 (Yeoman of Signals), which I held for 6 years.  I made the decision to leave the military with 4 years of service left to complete to ensure a smooth transition during this life-changing period.

· I was responsible for the Accounting, Distribution, Replacement and Repair of all classified equipment's, publications and materials throughout NW Europe and Norway.

· Provision of an advice service to staff at all levels on all aspects of Communications.

· Responsible for 1st and 2nd party Audits of 17 Major and 5 Minor accounts within NW Europe.

· Production of documentation in the form of manuals and procedures to ensure the security and safety of all communications security equipment in use.

· Providing training to all tradesmen on the security regulations and accounting procedures used within the Secure Areas.

· Management and Administration of a team of 13 technical and non-technical Tradesmen.

1991


Senior Network/Operations Manager

· Responsible for all matters relating to communication systems (Telephone, Data, Voice Radio and Automated Office) within N. Ireland.

· Advisor to Regional chief executive on communication systems implementation and requirements in Northern Ireland.

· Communication Security Officer Northern Ireland responsible for the security and safety of all classified equipment.

· Successfully planned and installed a major re-deployment of the VHF/UHF radio communications system in Northern Ireland.
· Responsible for Internal and External Audits on 7 Major and 4 Minor accounts.

· Liaison with Civilian contractors on numerous matters directly relating to communications.

· Developed, updated and revised Communications systems manuals.

· Senior Manager to all staff in the Communications Operations Office.

1989 - 1990

Operations Officer
· Responsible for planning, installation and maintenance of all Communications along the Internal Irish Border, reporting to the Chief Executive.

· Produced the operational procedures of an Area Communications unit and assisted in the formation of a Brigade Signal Squadron.

· Formulated policy and procedures to ensure operational efficiency of the Brigade Signal Squadron and its Subordinate Units.

· Successfully managed frequency allocations for VHF/UHF radio communications system initially along the internal Irish border then throughout the province.

Summary of Previous Career History:
· Managed the introduction of a new mobile computerised battlefield information system throughout the British Army in Germany.

· Produced documentation for system support, training and user operating procedures. Carried out training for Operators, managers and end users of Mobile Battlefield computerised Database.

· Planned and executed communications plans for an Armoured Brigade in W. Germany. Formulated policy and procedures to ensure operational efficiency of the Brigade Signal Squadron. 

· Planned, developed and installed 16 Mobile Trunk Communications detachments providing Telephone and Data circuits throughout W. Germany

· Trained as Radio and Data Telegraphist, Cryptographic Operator and Communications Manager through a full career in the MOD Army
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