                                                             Dan Leyland


	Personal Profile: A specialist in helping leadership teams of mid-sized organisations to define, design and deliver transformational change using a simple and consistently effective approach which aligns customer needs, business strategy and operations. Experience spans multiple sectors, company sizes and regulatory environments. 

	Results:
· Re-worked deal and integrated acquisition in 6 months
· Improved Digital Banking Proposition
· Facilitated transformation of multi-site business
· Helped client win Gartner & Customer Experience awards

· Introduced Mobile Technology to 4,000 remote workers

· Enabled Leadership Team to re-focus business
· Created Target Operating Models to drive growth
· Created International Development Strategy
· Improved cash collection timelines by 30%
	· Created blueprint to replicate branch success across estate
· Improved like for like sales by 9% across retail estate

· Created customer centric culture change for retailer
· Identified £2m profit improvement for £4m EBITDA business
· Developed go to market plan for new consumer proposition
· Saved 40% on deal consideration for acquisition
· Turned start-up to £m business (25% EBITDA in year 1)
· Engaged stakeholders and re-invigorated failing Programme
· Engaged as Trainer by UK College of Personal Development


	Interim Management Case Studies:
       Change Director, Carewatch (Jan ’16 – Jan ‘17)

· The Brief: Brought in to facilitate delivery of Change Programme Actions: Tailored and put in place Governance & Control Framework based on How2-Change methodology to enable effective planning and delivery of change Results: Delivered six figure P/L benefits and a c. 30% improvement in cash collection; drove simplification through consolidation and introducing mechanisms to ensure that M&A activity is done effectively right first time. Established Blueprint / Target Operating Model based on top performing branches to replicate the results of the best in class performers.
       Programme Director, Acquisition, Simplify Group (April ’15 – Jan ‘16)

· The Brief: Support CEO and Leadership team of Private Equity backed legal services firm with acquisition of a business in the financial services sector to facilitate growth ambitions. Actions: Tailored and put in place Governance & Control Framework based on How2-Change methodology to enable effective planning and delivery of change Results: Designed and implemented Target Operating Model and transitioned 250k customers and 60+ staff seamlessly from one company to another, with in flight and new casework being progressed on legal day 1 from new premises; Unlocked significant new lead channel; Linked target business performance to deal value; Protected the operation by securing agreement that the selling business continue with residual processing work and provide warranty after completion
       Delivery Assurance Director, Programme Turnaround, Experian (February ’14 – March ‘15)

· The Brief: Initial facilitation of Programme Turnaround to re-build stakeholder confidence after previous Programme Team had mismanaged expectations for a challenging piece of work which had lost its way Actions: Tailored and put in place Governance & Control Framework based on How2-Change methodology to enable effective planning and delivery of change Results: External (KPMG) audit confirmed high degree of confidence in Programme Turnaround approach; Transformation Programme designed, resourced and delivering successfully.
       Change Management Consultant, Business Transformation, Colt Telecom (July ‘12 – February ‘14)
· The Brief: Facilitate communications between a centralised process improvement team and a contact centre to drive adoption of a customer centric, process led way of working; Support the launch of a new customer focused shared service centre operation. Actions: Tailored and put in place Governance & Control Framework based on How2-Change methodology to enable effective planning and delivery of change Results: Drove change to customer centric, process led way of working - 800% increase in adoption of process content within first 4 months); Shared change methodology to enable centralised process team to replicate similar change programmes throughout organisation; New shared service centre is now up and running.
        Managing Consultant, Business Transformation, Argos (April ‘12 – June ‘12)
· The Brief: Work with Leadership team to enable the development of a new customer centric business plan for Argos Actions: Advised on set up of PMO; Installed capabilities to create change leaders in the business; Ran workshops to benchmark “as is” versus best in class for multi-channel customer experience (stores, catalogue, online, mobile, contact centre), supply chain, customer insight, own brand, operational efficiency, strategy & vision); Facilitated process to recommend future strategy; Results: Acceptance by operating board; Teams tasked with building out and delivering “new Argos”.
       Customer Change Lead, Digital Transformation, Lloyds Banking Group (July ‘10 – December ‘11)
· The Brief: Provide customer & colleague change expertise to projects within the UK’s largest digital banking transformation programme with a vision to become the most differentiated and recommended digital banking experience Actions: Worked with senior stakeholders to influence strategic direction for initiatives to enhance value for and from customers; Facilitated process to turn ideas into well communicated and well landed customer propositions. Results: Successful launch of Propositions including Money Manager, Mobile Banking, Fraud & Security, Sales and Service initiatives.
Programme / Change Lead, International Development, The Carphone Warehouse PLC (July ‘09 – April ‘10)
· The Brief: Work with COO to develop a new business function which would be responsible for International Development. Actions: Created capability model; Prioritised target markets; Developed partnership strategy; Identified suitable partners; Facilitated introductions. Results: Commercial terms agreed with two partners; CPW has now entered China.
Programme / Change Lead, Retail Efficiency Transformation, The Carphone Warehouse PLC (October ’08 – June ‘09)

· The Brief: Standardise the operating model across the 800 store estate so as to save costs and free up colleague time to enhance the customer experience. Actions: Worked with store and support centre teams to capture the “unwritten ways of working”; Engaged and involved change champions within the organisation to create and gain adoption of a set of standard operating procedures; Results: 9% increase in like for like sales (£55m incremental revenue) in 6 months; Store calls to support centre reduced by 50% (17,000 per week); Enterprise roll out plan signed off and being delivered including Six Sigma Centre of Excellence for continuous improvement; Winner of Gartner award for leveraging BPM technology.

       Programme / Change Lead, Customer Experience Transformation, The Carphone Warehouse PLC (April ’08 – October ‘08)
· The Brief: Create organisation wide accountability and capability for customer experience Actions: Introduced and embedded Net Promoter Score (NPS) model in 800 store retail estate; Built capability set to position teams for success and continuous improvement Results: Achieved 30 point NPS increase in first six months with £26m incremental revenue in Year 1; CPW won Mobile Retailer of the Year for behavioural change in stores.
       Programme / Change Manager, New Proposition Introduction, Philip Morris International (Oct ‘05 – Nov ‘06)
· The Brief: As part of the harm reduction strategy, develop a framework to introduce new propositions starting with the innovative tobacco heating system with 90% less smoke, toxins and carcinogens, no odour, no ash and no fire risk into tightly regulated markets. Actions: Formal and “not so formal” customer insight work to identify proposition, go to market strategy and communications approach; Worked with internal teams to understand how to deliver against customer needs and expectations; Results: Successfully launched in one market with roll out plans for 5 further markets agreed.
       Project Manager, Business start-up, Paul Stevens Consultancy (January ‘07 – April ‘08)
· The Brief: Expand initial business concept into a clearly defined business strategy. Actions: Ascertained business objectives; Defined product portfolio; Identified target market & prospective clients; formulated sales & marketing collateral; Created financial models & cash flow projections; Built roadmap and tracking tools to ensure effective delivery of this start up business. Results: Successfully delivered a working business model, which supported the company to achieve its potential.
        Programme / Change Manager, Business Transformation, Virgin Balloon Flights (June ‘02 – October ‘05)
· The Brief: Help the team to tackle an issue where “a once in a lifetime opportunity” doesn’t create a sustainable future income stream. Actions: Created sales strategy focusing on a combination of B2B2C and B2C; Introduced innovative new propositions & services; Developed sales promotion partnerships with Barclaycard, RNLI & English Heritage; Created zero cost advertising campaign through below the line contra-marketing deals and use of promotional space; Stripped out low value adding costs; Transformed a primarily off line business to achieve 70% online sales through website re-design and search engine optimisation; Established seasonal partnership with major shopping centre and led field marketing team to sell directly to shoppers; Established new channel (Direct Response TV); Established consultancy business as sister company to consult with clients on brand partnerships and to fulfil collateral requirements; Results: Created a successful business model delivering 58% uplift in sales in the first 12 months with a 5% decrease in costs.
        Managing Director, The Hospitality Company (September ’99 – May ‘02)
· The Brief: Having spent a gap year working in sales for a corporate events provider and spotting an opportunity, deliver the vision Actions: Identified target market and differentiated proposition; Approached and developed relationships with a selection of client organisations; Created operational framework; Recruited & trained outbound telesales teams (grew to 50 people); Assembled Finance, Marketing and Event Support Team; Negotiated purchase of events packages; Continuously improved business in response to customer needs. Results: Successfully developed the business from zero to £1.2m turnover with a £300k net profit in the first audited accounts and 100% increase in the following 12 months. Clients included Coca-Cola, Credit Suisse, ICI, GE, PWC, IBM and BUPA.

	Personal Details:
· Website: www.how2-change.com
· LinkedIn Profile: uk.linkedin.com/in/how2change/

	Testimonials & Supporting Collateral:
· “Working with Dan to define the launch of Money Manager was a real pleasure. Dan was able to take a group of disparate and at times disagreeable stakeholders and take us all in the same direction. Dan is also one the most canny consultants I've worked with. Able to understand and explain the end game whilst most others are still grappling with the basic questions. I have absolutely no hesitation to recommend Dan”

James Clark, Senior Manager Personal Current Accounts team and Divestments Programme, Lloyds Banking Group
· “Dan is an astute, confident and extremely professional programme manager. He demonstrates the ability to interact at every level across multiple functions within an organisation, understanding the tensions, constraints and objectives of each, taking them into account and still delivering a superb result. He his insight into both customer and employee change and how to express the solutions to those changes was unsurpassed in the time we worked together. He is a great individual to have working along side you, delivering results and inspiring confidence always."
Jeremy Hicks, Internal Communications Work Stream Lead, Simplify
· “Dan initially joined as Programme Manager and quickly demonstrated skills and versatility which made him a valuable asset as Delivery Assurance Director. He was able to turn around an under-performing PMO, gaining agreement and implementing a robust Governance Model within which the Programme funding and turnaround were made possible. Good with detail and big picture, he was able to bring together a stakeholder group which had not previously  been engaged under the previous tenure and ensure that all stakeholders were clear about progress and areas of challenge.”
John Dean, Head of Consumer Information Product Development, Experian
· “Dan is consistently focused on the customer impacts of any change and will always drive to a better solution than currently exists. His energy and enthusiasm to get things right is a great asset to the team. He has built strong relationships with key Stakeholders and always ensures that the customer is at the forefront of the discussion. Dan is great at defining new ways of tackling problems and ensuring that all options are thought through. Dan offers great counsel during a project and will happily give advice when asked. He can offer rational explanations for behaviours and set out a course of action that will help resolve any disputes. His arguments are well structured and allow you to discuss, openly challenge and then agree a course of action. He helps push the team to be more connected and plays a major part in team ethos.”
Stephen Keane, Business Readiness Manager, Galaxy Programme, Lloyds Banking Group
· “Dan has enjoyed significant success as a result of his leadership qualities, his ability to organise other team members and delegate tasks, and the swift implementation of his exemplary product knowledge and excellent understanding of marketing and communications. This has meant that working with Dan is also a straightforward and consistent experience. Everyone knows exactly where they are and what they need to do in order to achieve success. He is often the person that I search out when a concise and accurate appraisal of the situation is required. His balanced views and good business instincts mean that he is seen as a safe pair of hands and someone who can be trusted to find a way to resolve the many issues that arise on a project such as this one.”

       Simon Bowden, Lead Copy Writer, Galaxy Programme, Experian
· “Dan is a great client for a research company like us. He gives thorough background briefings, stays engaged but allows us plenty of room to practice our art. He is excellent at selling the project internally, making it stimulating for all stakeholders. A pleasure to do business with.
Chris Forrest, Partner, The Nursery Research Agency
· “Dan is a very strong strategic thinker with a unique talent of being able to turn ideas into pragmatic solutions. He has delivered excellence with the work completed within International Development. He operates with a very clear ethical perspective and can lead others within his team in an effective and engaging style. He has been a major asset to the team with his systems/process orientation through to practical application”
Rob Bacon, COO, International, Carphone Warehouse PLC
· “Dan has exceptional rare talent of being able to develop and implement detailed strategic approaches, through high quality operational solutions within a fast moving environment, and is highly recommended to future business contacts”
Mark Hart, Head of Channel Development, Carphone Warehouse PLC

· “We needed someone who could come into an organisation undergoing a lot of change and hit the ground running. Dan’s remit was to evaluate and re-focus a programme against a very challenging timeframe. The assignment was seen as a short term need. Almost two years later Dan is still with the organisation, having worked with me on another strategic initiative and then with another part of the business based on my recommendation” 

Chris Jones, Head of Operations, Carphone Warehouse PLC

· “Dan has managed several key projects at CPW and thrown himself in to take great ownership for the success of each project. All of his projects have delivered significant change to the business and Dan has a great ability to manage groups of stakeholders through projects. Dan produces in-depth analysis to allow stakeholders understand how to exploit the output of the project sometimes beyond the scope of the original remit. Very hard working and keen to get involved, Dan would be a great asset to any organisation. I have recommended Dan to ex-colleagues, which I don't do with everyone!”
Cathy Millis, Head of HR, Carphone Warehouse PLC

· “I asked Dan to help me set up a new business, so that I could spend more time with prospective clients and manage the projects. Whilst Dan was getting the infrastructure right I was able to focus on my side safe in the knowledge that everything behind the scenes was taking shape”

Paul Stevens, Managing Director, Paul Stevens Consultancy

· “Dan has energy and drive and he used these to overcome many obstacles during his time at Philip Morris. He managed a difficult project with varied stakeholders and during this time kept a positive outlook and sense of humour. Dan was outgoing and invested time into building informal networks within the organisation.”   

Kevin Harper, Head of Marketing, Philip Morris Ltd
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