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Mobile : 07788931732  Personal Email : maureenwhilby@hotmail.com

_____________________________________________________________________________
Personal Profile 

A Management Consultant, with wide-ranging Culture Change & Transformation experience. Skilled in leading change programmes and work-streams to deliver, acceptance, defined benefits, cost reductions and revenue growth. Highly motivated and self-directed with excellent interpersonal and stakeholder skills gained across Financial Services and other sectors. Excellent problem solving skills, with an innovative approach towards deciphering complex, business challenges. 

Key Skills & Achievements

· Transformation, Change Management & Consultancy – Extensive experience of delivering short, medium and long term business change, leading matrix teams involving suppliers, technical experts and users. Key Consultancy Assignments – Culture Change & Transformation:
Marks & Spencer Money - Senior Business Change Manager/Transformation Lead – Delivery of a Service to Sales Culture Change Programme

Successful management of a significant transformation programme which re-aligned the operating model, teams, processes, rewards and technology to a true sales culture. Managed a budget of £4 million and 8 workstreams composed of a matrix team of 8/10 consultants, project managers and senior operations managers across a 1000 seater contact centre.
· Led the strategic development for the sales culture change with the senior leadership team. This also included the initial transformation roadmaps and the parameters for change such as attrition and retention plans 

· This enabled the team to fully understand the risks and impacts of a transformation of this size and to develop robust mitigating actions/policies 

· Identified the key stakeholders and developed a comprehensive communication and engagement plan which was managed by a dedicated communications workstream

· Conducted a pilot to test proof of concept, identify change agents and to scope training needs, process re-design, IT functional requirements, reward and performance management strategy

· Created a Business Case based on the pilot outcomes to enable the rest of the change to take place. This helped to fine tune the change and communication plans by giving weight and sanction to the proposed changes which were significant

· Led the creation of a new sales led Operating Model including; changes to the organisational structure, changes to the leadership model, redevelopment of all roles, plus a new reward and performance framework. The new Operating Model and the impacts were carefully managed through the communications strategy and engagement plans. Active two-way feedback was established from the outset to ensure clarity and transparency across all teams with the change agents also joining the communication workstream on rotation
· Re-designed the performance management and the service/sales processes
· Re-designed the customer sales and service applications bringing in radically new approaches to customer management and engagement. This re-design involved close working with change agents and was critical to on-going acceptance, engagement and creating excitement for go live
· The new operating structure and sales model was rolled out 18 months after the initial strategy meetings, with full acceptance by the teams following strong initial concerns and hostility

· The programme delivered an 25% uplift in sales in year 1 (£200million) and a 15% increase in efficiencies

BT Global Services

Senior Transformation Consultant (BT & South Tyneside Council Joint Partnership)

Transformation & Change Lead for the TUPE transfer of 100 Accountants from South Tyneside Council's Finance division (STC) into a new Joint Venture with BT. 
This was a major deal of £150 million divided into a number of key workstreams. As the Finance workstream lead my role was to successfully manage the transfer and gain the full support and engagement of the teams ensuring BAU was not compromised. This was achieved against a backdrop of concern from the teams regarding their move from the public to the private sector.
· Advised on TUPE policy working closely with the STC Finance Directorate and the relevant Heads and senior managers across the Council

· Responsibility for stakeholder management across all levels, including the creation of detailed stakeholder management plans and identifying all impacted TUPE groups 

· Designed and delivered end to end communication and change plans to ensure engagement and commitment whilst minimising risk to BAU. This included:
· The development of a 2 way feedback programme

· Organisational readiness surveys and workshops

· Regular drop in centres, meetings, ones to ones and workshops with the teams

· The appointment of volunteer change agents

· Regular updates in media specific to each stakeholder group

· Management of risks and issues

· Liaison with the Unions

· Team/Organisation health surveys

· Completed due diligence for BT ensuring that commercially the agreed teams were transferred/retained and risks/issues were identified and mitigated

· Created a new operating model to manage the change to both organisations post transfer. This was supported by a detailed business case agreed by both sides plus a detailed communications and engagement strategy to minimise any adverse impact
· Responsibility for negotiations on behalf of BT to agree KPIs and SLAs for the new provision of service

· Designed a customer satisfaction survey which delivered a ‘very positive’ rating from the teams 3 months post transfer

· Business Improvement & Leadership – Significant experience of managing Business Improvement teams for Blue Chip companies. Led successful business improvement programmes for Vodafone carrying out detailed call centre reviews for a 500 person operation. Identified operational savings of £250,000 pa, fraud issues and improvements to people processes

· Analytical Skills/Process Improvement – Experienced in evaluating existing processes using Lean approaches, and best practice methodologies. Successfully led process reviews in Openreach to reduce T2R times by 20%. This involved matrix and virtual teams across a number of different divisions and significant senior stakeholder involvement

· Strategy– Experience of strategy development; lead the development of BT Health Transformation team strategy, establishing new approaches and methodologies. Led the Marks & Spencer Money team (Directors and Senior Teams) to establish a 1-3 year strategic vision which ultimately led to savings of £6 million over 3 years

· Stakeholder & Communication – As part of the South Tyneside City Council Partnership led the transition and initial transformation programme.  Implemented a detailed Communication Programme which ensured acceptance of change and reduced business risk. Successfully led key stakeholder management programmes for; Lewisham and 2gether NHS Trusts, South Tyneside CC, Marks & Spencer, Openreach (Broadband Programme) plus many others

· Programme Management – Significant experience of leading large scale programmes for major companies, responsible for delivery of medium to long term projects using Prince2 Methodologies. As an interim programme manager, led a customer service review for a niche Financial Services Company involving multiple sites and external suppliers. It concluded with resource savings of £1 million and a new Target Operating Model

· Team Management – Experience across a number of industries of managing multidisciplinary teams including teams composed of; technical experts, external suppliers, PMO, Implementation managers, benefits managers, change managers and end users
Other Key Consultancy Assignments 
BT HR Transformation
Senior Transformation Consultant (BT HR Transformation Team) Dec 2014 – Apr 2015
· Senior Transformation lead for HR Reporting work-stream in a multi- million, multi disciplinary Global HR programme
· Overall management of the strategy, business requirements, training, change management and end to end development of core HR reporting work-stream
· Key contact across multiple work-streams including; stakeholders and process improvement, change management, technical and programme teams
· Management of planning, risks, issues and matrix teams
BT Health 
Senior Transformation Consultant (BT Health Transformation Team) Mar 2013 – Jun 2014

· Senior Transformation lead for the EPR upgrade in various Trusts
· Acted as BT Health and Transformation SME for Benefits Realisation, Change, Business & Functional Requirements, Risk/Issue Management, Communications, workshops & upskilling
· Successful delivery of the Trust Transformation programmes 
BT Retail (STA)
Commercial Contracts manager (Custom Contracts) – May 2012 to Jan 2013
· Delivery of key client contracts (e.g. Sitel) and other clients worth £3 million 

· Management of matrix teams, working with Business Directors
· Successful delivery of new contracts worth around £1.5 million and £6 million

Openreach

Senior Change Manager (Secondment) – March 2010 to March 2011
· Management of Broadband change programmes

· Working closely with Business Directors, Programme Directors and General Managers

BT Global Services 

Senior Transformation Consultant – November 2007 to March 2010

· Business transformation lead for major programmes and contracts

· Including business improvement, transition, transformation, contract management

· Typical programme budgets of  £3 million and management of diverse, multi-disciplinary teams. Transition and transformation for a key contract of £300 million

Vertex Consulting
Senior Transformation Consultant – September 2003 to May 2007

· Business transformation lead for major programmes and contracts

· Led teams to complete  business improvement and transformation programmes

· Management of  programmes of £5 million and diverse, multi-disciplinary teams

· Customer Service transformation for a key contract including CRM 

Study Year – Completion of Business Law qualification October 2002 – July 2003

Marks & Spencer Money

Senior Business Consultant – Sept 1996 to Sept 2002

· Senior manager leading strategic and medium term customer service change

· Delivering major programmes and significant improvements valued at £200 million +

Qualifications and Training
· HEC/Oxford University MSc – Consulting & Coaching For Change (due to commence 2015)

· Post Graduate Diploma Business & Commercial Law

· University of Lancaster – Ba Hons Psychology & Philosophy

· Prince 2 Practitioner 

· Lean & 6 Sigma (Formal Accreditation To be completed in 15)

Interests and Hobbies

Spanish Language & Culture, Art, Theatre, Books, Cinema, Socialising
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