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PROFILE

A senior Programme Manager/ Subject Matter Expert with over 25 years experience in industry and consultancy specialising in the implementation of Regulatory Change within the Financial Services industry (Banking, Life & Pensions and General Insurance sectors).
Financial Services Client Experience: Barclays Corporate, Barclays Capital, Barclaycard, RBS Group, RBS Insurance, Lloyds Banking Group, Zurich Financial Services Group, Zurich Life, Zurich General Insurance and Capita/Prudential.

Key areas of experience: Treating Customers Fairly (TCF), Remediation/Past Business Reviews, Section 166 responses, Interest Rate Hedging Product (IRHP) Remediation, Consequential Loss Assessment, Responsible Lending Guidance, Foreign Account Taxation Compliance Act (FATCA), Complaints Transformation, Customer Relationship Management (CRM) and Organisational Transformation. 
A qualified MSP and Prince 2 practitioner with 6 years of Big 4 consultancy experience and training, Graham has extensive experience of setting up and leading major transformation programmes that have delivered real improvements in business performance to his clients. 

Named in September 2007 as “Programme/Project Management Interim Manager of the Year” at the Interim Manager of the Year Awards for his Treating Customers Fairly (TCF) work at Zurich Financial Services.
career summary – INTERIM /CONTRACTING
	Barclays Bank Plc
BDO LLP

RBS Group

Lloyds Banking Group

British Telecom
	IRHP Remediation/ Customer Review Director (2yrs,  2 months)

UK FATCA Lead/ TCF Programme Manager (12 months)
Programme Manager – Complaints Transformation (5 months)
Programme Manager - OFT Responsible Lending (6 months)
Programme Manager - 3 roles in Global Services (15 months)
	11/12- 12/14
10/11- 11/12
05/11- 09/11
07/10- 01/11
02/09 - 07/10

	Capita Life & Pensions
	Treating Customers Fairly Programme Manager (8 months)
	06/08 - 01/09

	RBS Insurance

Zurich Financial Services
	Treating Customers Fairly Consultant (1 month Health check)

Treating Customers Fairly Programme Director (2yrs, 10 months)
	09/08 - 10/08

08/05 - 05/08

	MessageLabs
Hemsley Fraser
	CRM Programme Manager – CRM Software selection (6 months)
Transformation Programme Manager (8 months)
	02/05 - 07/05
06/04 - 01/05

	Capsugel France

Northants County Council
	Market Entry Advisor ( 2 research studies over 6 months)
Programme Manager - Improvement Plan (6 months)
	02/04 - 06/04

01/04 - 06/04


career summary - Permanent
	Deloitte &Touche / 

Arthur Andersen
	Senior Manager at global management consultancy (formerly Arthur Andersen Business Consulting)
	09/01 - 09/03

	Logica Consulting
	Managing Consultant at global IT solutions group 
	08/00 - 09/01

	PriceWaterhouseCoopers
	Principal Consultant at global management consultancy
	01/98 - 08/00

	R.P. Scherer Ltd

(Pharmaceuticals)
	Business Excellence Programme Leader

Export Sales & Marketing Manager
	08/96 - 12/97

08/93 - 08/96

	Revertex Ltd

(Chemicals)
	Export Sales Manager

Product Manager
	03/91 - 08/93

01/89 - 03/91


education / Professional Qualifications


	APM

APM

APM
	Agile - Foundation
MSP (Managing Successful Programmes) - Practitioner

PRINCE2 - Practitioner
	10/2009

06/2008

11/2003 

	CIM
	Postgraduate Diploma in Marketing
	1988 –1989

	Edinburgh University
	Master of Business Administration (MBA)
	1987-1988

	Aberdeen University
	BSc (Hons) 2.1 Geography 
	1983-1987


Professional experience – INTERIM CONSULTANCY
· Barclays Bank Plc (November ’12 – Date). Working through BDO LLP, fulfilled two roles on Barclay’s £1.5 billion Interest Rate Hedging Product (IRHP) Remediation programme, set-up in response to the FSA’s (now FCA’s) Section 166 determination on Swaps miss-selling:

· Customer Review Director (13 months to December 2013) – conducting past business reviews on a portfolio of SME client cases, determining redress decisions and communicating these to customers in writing and in face to face meetings.

· Consequential Loss Review Director (11 months to date) – assessing SME’s claims for consequential losses arising from IRHP misselling. Role involves utilising legal principles and forensic accounting techniques to determine consequential loss awards, communicating these decisions and handling difficult customer challenges in writing and at face to face meetings.
· BDO LLP (Oct.’11 to October’12 - 12 months) – Fulfilled two roles:

· UK FATCA lead (Foreign Account Taxation Compliance Act), developing the cross-service line proposition for this new piece of US legislation aimed at combating offshore tax evasion by US citizens. Role involved developing the BDO service proposition, establishing a global team of experts, building the marketing collateral and delivering impact assessments directly to major Financial Services clients. 
· TCF Programme Manager (Treating Customers Fairly) – managed a group-wide review of TCF Culture for a major Global Bank working closely with Group Compliance.   Role involved interviewing senior management across the world and developing recommendations for improved management information and reporting.
· Royal Bank of Scotland (May to Sept 2011 – 5 months). Interim Programme Manager for the Cross Divisional Complaints Transformation Programme in response to the FSA’s section 166 report.  With a 5 yr business case valued at over £100m, this programme was set up to radically transform the way RBS deals with customer complaints.  Scope of the programme was across Retail (RBS & NatWest Branch Banking, Ulster, Private Banking & Advice) and Business Services Divisions, with a core programme team of over 100. During my time on the programme the new ways of working were successfully piloted across a number of business units and a positive skilled persons report was delivered to the FSA.  
· Moorhouse Consulting (Feb to April 2011).   Moorhouse Consulting is an award-winning niche consultancy specialising in Programme and Project Management (PPM) within the public and private sectors.  Fulfilled the interim role of Bid Manager/ Account Developer within their Financial Services practice. Managed the submission of two separate £ multi-million bids and compiled a number of other Account Development plans for this PPM consultancy.
· Lloyds Banking Group (July 2010 to Jan 2011, 6 months). Programme Manager co-ordinating the Group-wide response to the Office of Fair Trading’s Irresponsible Lending Guidance working across 4 Divisions and 13 Business Units. The key products areas impacted by the guidance were Credit Cards, Loans and Overdrafts.  The role has involved interpreting the impact of new guidance on the Lloyds Banking Group systems, processes and procedures (including the Consumer Banking, Wholesale, Group Operations and Wealth & International Divisions), conducting gap analyses and formulating implementation plans to address potential gaps.   Through the set-up and management of a robust Governance and reporting system, we were able to effectively manage an extremely large stakeholder group from such diverse areas as Divisional Risk, Product Risk, Channel Risk, Legal, Product Management, Marketing, and Channels Management (Community Banking, Telephony & Digital Channels).  Successfully completed the programme within the target 6 month timeframe and confirmed a high level of compliance with the guidance.  Programme budget £2million.
· British Telecommunications (Feb’09 to July ’10, 18 months). Successfully fulfilled 3 interim Programme Management roles within BT’s Global Services division over an 18 month period as an Associate of BT’s in-house consultancy (Moorhouse Consulting):

· Programme Manager on a Global Finance Transformation programme, reporting to the Head of Finance Transformation. The role involved providing advice on PPM good practice, setting up new Governance forums and building central PMO capabilities to manage the delivery of over 30 separate change projects. Programme was designed to help BTGS’ Finance function cut costs and deliver a world class service to their internal/external business partners. Budget £50m.
· Relationship Manager on a major new product launch, designed to take the functionality of the home phone into the 21st Century.  Managed the internal relationships and flow of communications between BT Retail (client) and BT Design (supplier) teams. Responsible for the implementation of appropriate governance mechanisms, controls and coordination to sustain the Programme through a critical period in its development lifecycle. Programme budget £7m.
· Programme Manager on a global customer migration programme, set up to accelerate the closure of 4 key legacy global networks.   Over a two year period, a total of 4000 business customers across 54 countries are to be migrated onto open, global standard networks.    Closure of these legacy networks will drive substantial costs out of BTGS whilst providing customers with an improved level of service.   My role involved setting up the PMO and Governance arrangements, securing business case approval, developing and managing operational plans and managing senior stakeholders’ expectations across multiple networks and geographies.  Programme budget £40m.
· Capita Life and Pensions (Prudential account) (June 08 to Jan 09 – 8 months) Treating Customers Fairly (TCF) Programme Manager co-ordinating change activities across 5 work streams and 4 sites in Reading, Stirling, Belfast and Mumbai. TCF is a principles based initiative introduced by the Financial Services Authority (FSA) to help improve confidence amongst consumers in the financial services industry. Over an 8 month period extensive progress was made towards meeting the requirements of the FSA’s December 2008 TCF deadline.  Very positive feedback has been received on the programme from Capita’s Business Partner (Prudential) and from the FSA themselves (as part of their Arrow feedback process).
· RBS Insurance (General Insurance) (Sept- Oct 08, 1 month) – provided consultancy advice to the Director of Channel management on best practices in the field of Treating Customers Fairly (TCF). As a result of my advice RBS Insurance were able to greatly improve the coverage of their TCF Management Information dashboard ahead of the FSA’s December 2008 TCF deadline.
· Zurich Financial Services (Life & General Insurance Divisions) (Aug 05 to May 08 - 2yrs &10 months) Programme Director (reporting to the CEO) in charge of the Treating Customers Fairly (TCF) Programme at Zurich Life. TCF is a principles based initiative introduced by the Financial Services Authority (FSA), to help improve confidence amongst consumers in the financial services industry. Zurich’s complex, customer-focused programme involved a mixture of cultural change, process re-engineering and systems improvement to ensure that the best interests of the customer are placed at the heart of Zurich’s business.  Success in this role can be evidenced through the extremely positive feedback that has been received from the FSA, the multiple contract extensions granted by Zurich and through the industry recognition I have gained as “Programme Management Interim Manager of the Year 2007”.  

· MessageLabs (Feb ’05 to July ’05 - 6 months) Fulfilled the interim role of CRM Programme Manager at this global leader in email security services.    This £4M programme was set up to deliver a step-change in MessageLabs’ capabilities to develop, manage and maintain valuable business relationships with their Partners and Customers. Managing a virtual team of 30+ personnel, this role involved gathering business requirements, constructing the business case, identifying and evaluating suitable software vendors for a full suite (Sales, Marketing & Customer Services) CRM implementation, developing and managing the RFI and RFP processes, managing relationships with vendors, systems integrators and key stakeholders throughout MessageLabs’ global operations.   

· Hemsley Fraser (June ’04 to Jan’05 - 8 months). Provided external consultancy leadership on a major business transformation project for this Top 10 provider of Learning and Development solutions.   The project involved redefining processes, systems and skills in order to fully support the company’s move into consultancy based value-added services.   Achievements to date have included redefining core processes based on “Voice of the Customer” satisfaction interviews, the selection and implementation of a new Time and Expenses system and the definition of a new Engagement model for the business.
· Capsugel France (part of Pfizer Inc) (Feb to June ’04 - 4 months) – conducted two market research studies for this multinational pharmaceutical manufacturer involving extensive field research in the UK, Scandinavia, Middle East and Africa.   Findings from these studies enabled Capsugel to finalise their market entry strategies for a number of high value territories.
· Northamptonshire County Council (Jan to June ’04 – 6 months) – Interim Programme Manager for a major Improvement Programme designed to take this local authority from a “Weak” to an “Excellent “ Council by 2005 (according to CPA ratings).   The programme comprised of some 38 separate projects covering Service Delivery areas such as Schools, Community Services, Sustainability, Public Protection and Children & Families.   Achievements included setting up the Council’s Programme Management Office, designing their project management methodology (based on Prince 2) and developing a training programme that was rolled out to over 150 project managers across the Council.
professional experience – PERMANENT CONSULTANCY
For Deloitte & Touche/ Arthur Andersen:
· Scottish Enterprise – (Mar ’03- August ’03, 6 months) Programme Manager, leading a multi-functional team of 40, on a large-scale CRM implementation at this national economic development agency.  

· Cable & Wireless – (Dec ’02 -Mar ’03, 4 months) For a major restructuring programme, managed a work stream tasked with identifying cost savings from integrating front & back office operations, strategic outsourcing and moving non-core operations to low cost geographies.  £20m of sustainable cost savings were identified.
· Orange – (Oct’02–Dec’03, 3 months) Project Manager on a restructuring programme at Orange Denmark. Recommendations were implemented on organisational redesign and process improvement which enabled Orange to meet their financial targets of increased EBITDA and reduced capex.
· Arthur Andersen – (Sept’01–Oct’02, 13 months) Led Andersen’s Oracle CRM practice and established the company as a Top 3 UK implementation partner.
For Logica Consulting:
· Courts International (May’01- July’01, 3 months) - Delivered a project to develop the CRM strategy for this multinational retailer.   Ran workshops and conducted market analysis in UK and Singapore to define CRM Vision, Strategy and implementation plans
· Sun Valley Foods Ltd (part of Cargill) – (Sept’00-Dec’00, 4 months) Delivered a project to develop an E-Business strategy for this European food manufacturer.
For PricewaterhouseCoopers:
· Samsung Electronics (June’00-Aug’00, 3 months) - Project Director in charge of a European CRM pilot.  Tasked with transforming a traditional product-led, channel focused consumer electronics company into one that truly understood the end consumer and tailored its products/services accordingly.   

· Philips Consumer Electronics (Jan’00-June’00, 6months) - European e-Marketing Project Manager on a high profile, £11m Pan-European B2B/ B2C e-commerce programme. From a fragmented internet presence with 14 stand-alone country sites, a common European consumer e-Marketing platform was successfully built.  
· J. Sainsbury – (Oct’99 – Jan’00, 4 months) Technical Programme Manager, leading a multi-functional team of over 30 staff, on the successful re-launch of one of the UK's largest customer loyalty schemes.   Through a multi-channel approach (call centres, web, retail stores, and press), we successfully transferred 5 million customers into the new loyalty programme. 

· Eircom – (Sept.’99) provided coaching and advice on best practise Programme Governance to the client Programme Manager on a major Business Transformation programme

· Application Process Outsourcing Centre (May’99-Aug’99, 4 months) – Project management of a Siebel call center implementation. Achieved Go-live in 11 weeks, then the fastest European implementation ever completed
· Barclaycard (Jan ’98-April’99, 1 yr and 3 months) - Successfully fulfilled 3 roles over a 15-month period on a major business transformation / cost reduction programme at Europe’s largest credit card company.   

· Member of the Process Re-Engineering team tasked with identifying cost savings from Marketing and Customer facing processes. Successfully identified total savings of £16m   

· Led the Payments project tasked with implementing new customer payment channels and processes. Project achieved cost savings of over £9m 
· Project Manager providing support to the Procurement work stream. Team achieved £20m savings.
personal details

48 years old, married with two boys. Enjoy coaching and watching rugby.
