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Accomplished Business Improvement and Transformation Leader with a Lean Six Sigma Black Belt and over a decade of experience delivering enterprise-wide process optimisation, automation, and operational excellence projects. I have a proven track record of leading large-scale transformation programmes, facilitating change, driving efficiency, and embedding continuous improvement across complex organisations in a range of professional services sectors. 
Core competencies
Business Transformation & Operational Excellence
Lean Six Sigma & Continuous Improvement
Process Mapping (Visio, Lucidchart, Camunda, Signavio, BPMN 2.0)
Automation & Workflow Optimisation (ServiceNow, Camunda, RPA)
Project & Programme Management & Governance 
Quality & Root Cause Analysis

Career history
Business Process Manager, CityFibre                                           September 2024 – June 2025 (Contract)
· Appointed to the Service Assurance Programme to support the onboarding of Sky as a key partner, ensuring operational readiness across systems, networks, and service offerings.
· Spearheaded the as-is mapping of over 50 critical business processes using BPMN 2.0 methodology via Signavio designing, scheduling and facilitating a series of high-impact workshops to capture end-to-end operational workflows across multiple business units.
· Applied Lean principles to architect 20 new/reengineered Level 3 and 4 processes, enhancing efficiency and scalability. Took full ownership of the end-to-end lifecycle— from stakeholder engagement to facilitation and implementation—ensuring designs align with business goals.
· Provided strategic input into the design and implementation of the “New Demand Front Door Process”, which became the single-entry point for all project proposals and budget cases—enhancing transparency, prioritization, and governance across the enterprise.
· Devised a comprehensive automation and workflow programme management framework for CityFibre, standardizing the intake, assessment, and approval of automation initiatives. This was the first of its kind for CityFibre. 
· Successfully launched and led six Lean automation initiatives in collaboration with IT, utilizing the Camunda platform. Delivered complete project cycles, including in-depth analysis, solution design, and system delivery, contributing to measurable operational improvements.
· One such project was the automation of the FAC Delivery Workflow, with their PMO and Operational functions seeing over 50% reductions in manual effort & process cycle times.
· Consistently focused on the Discovery, Design, and Delivery phases of transformation projects. My approach was enhanced to deliver strong results by combining process improvement, business analysis, and project management disciplines. 



Senior Process Improvement Manager, Bryan Cave Leighton Paisner 
September 2022 – September 2024 (Contract)
· Led the Global Business Services (GBS) Service Optimization programme, centred on the strategic rollout of ServiceNow across multiple business units, including RII, IT, Secretaries, Creative Services, and Recruitment.
· For this, I delivered full-cycle process transformation by mapping all as-is (over 100) and to-be (over 60) processes, facilitating cross-functional Lean workshops, and conducting detailed waste and value analysis using tools such as IBM Blueworks and Atlassian. 
· Conducted Voice of the Customer (VoC) interviews and surveys, with my role being to design the approach, the line of questioning and delivery, before conducting the post VOC activity analysis of the feedback, delivering actionable insights to the project/business.
· Delivered a targeted Lean service optimization initiative for the Pitches & Pursuits Team, including comprehensive as-is and to-be process mapping in Visio, gap analysis, and standardization, streamlining workflows and reducing errors, bottlenecks and inefficiencies. 
· Led a strategic Litigation project, identifying and deploying a new software platform to integrate workflows across four previously siloed teams. Addressed critical data integrity, reduced manual effort of up to 5 FTEs and boosted data accuracy from 20% to 80%.
· Directed a comprehensive Lean review of CLE processes, mapping as-is workflows for 13 US States, conducting VoC interviews, and facilitating stakeholder workshops. Delivered an 8 wastes analysis, generating 50 targeted recommendations, resulting in a greater value-add.
· Collaborated with the Innovation Team to enable the successful deployment of Orbital Witness, an AI-driven legal tool. Led business requirements gathering, performed VoC research, and redesigned existing processes to seamlessly integrate the tool into the firm.
Business Improvement Programme Lead, Landsec        September 2021 – September 2022 (Contract)
· Led “Enterprise”, a service optimisation programme with a strategic objective to deliver £20 million in cost savings over five years from the service charge budget. Oversaw the planning and execution of initiatives spanning process efficiency, governance, and financial control.
· Launched a structured suite of business improvement initiatives grounded in Lean Six Sigma, continuous improvement, and operational excellence methodologies. These initiatives directly enhanced service quality, reduced inefficiencies, and supported significant cost-saving targets.
· Conducted a comprehensive review of the Insurance Claims Process, including as-is process mapping, root cause and value analysis. Identified and implemented a solution to recover £300,000 annually by addressing claim write-off practices and improving claims governance.
· Designed and operationalised a previously non-existent Section 20 Residential Process, resolving long-standing process gaps. This intervention resulted in £750,000 in savings through recovery of missing rent, correction of inaccurate invoicing, and improved data quality.
· Delivered a full reengineering of the Service Charge process — including process mapping, gap and waste analysis, stakeholder engagement, and delivery of actionable recommendations. This led to more transparent billing practices and stronger financial control.
· Within Finance, I introduced critical process changes including adjustments to billing cycles, revised Centre Manager communication protocols, updated payment deadlines, and the implementation of improved digital tools for tracking, reporting, and payment visibility.
· Led the design and facilitation of workshops to create a new Service Operating Model, representing a fundamental shift in Landsec’s service delivery strategy. This model reshaped operational roles, responsibilities, and service flows, aligning with strategic objectives.
· Designed and delivered a Quality Training Programme, upskilling 20 members of third-party facilities teams in Lean Six Sigma principles. These individuals subsequently delivered multiple process improvement projects, which I mentored, leading to very visible improvements.
Business Improvement Consultant, GiGroup			    April – September 2021 (Contract)
· Partnered with the CTO to design and implement a new Business Improvement function from the ground up. This initiative aimed to embed a culture of operational excellence and improvement across the organization, aligning operational delivery with strategic priorities.
· Mapped over 100 end-to-end processes at Levels 2 and 3 using BPMN 2.0 via Camunda, covering core regional operations and key partnerships—including significant engagements with Royal Mail. These process maps formed the foundation for scalable transformation.
· Conducted comprehensive on-site process analysis, directly observing local operations to gain real-world insights. Used findings to deliver targeted improvement recommendations, several of which were implemented in collaboration with business and operational teams.
· Founded and facilitated a bi-monthly Business Improvement Working Group, bringing together senior leaders and regional managers to ideate, prioritize, and deliver improvement initiatives. This forum became a key driver for alignment and cross-departmental innovation.
· Developed and launched a digital portal to crowdsource improvement ideas from across the business. Within six months, it received over 100 submissions, which I triaged and prioritized based on business impact, feasibility, and strategic alignment.
· Initiated and supported 20 business improvement projects of varying scope and complexity. Provided end-to-end guidance including training, coaching, and mentoring to both regional and HQ-based teams, ensuring successful delivery and capability uplift.
· Led the transformation of the candidate registration processes, reducing the time taken to register from 45 minutes per candidate down to 15 – a big improvement for candidates. This was also shifted from in on-site registration to online, vastly improving candidate experience.
· Led the transformation of the candidate induction processes, reducing the time taken to train and onboard accepted candidates from an average of 4 hours down to 2 hours. Also shifted this to online, meaning candidates could do this remotely and Gi staff could do other tasks.
Global Quality and Improvement Lead, Marsh & McLennan Companies    March 2018 – March 2021
· Ran the improvement of the UK Payroll Team project which saw payroll accuracy rise from 97% to 99.8%, colleague complaints plummet and errors and defects almost eradicated.
· Led the offshoring of 5 FTE-equivalent roles to a newly established team in India as part of a broader transformation project. Personally travelled on-site to train, support, and embed operational best practices, ensuring seamless knowledge transfer and sustainable delivery.
· Led the transition of the HR Shared Services (HRSS) contact centre and Workforce Administration (WFA) function from London to Warsaw, resulting in a reduction of 4 FTEs in the London office. Successfully established a new quality-focused team in Warsaw, streamlining service delivery and achieving cost savings exceeding $150,000 annually.
· Led the design and implementation of a 24/5 Workday helpdesk in Manila, successfully establishing and transitioning over 30 FTEs worth of work to the new support centre. This saw me managing the project, the process improvement and business analysis aspects of the work.
· Managed the closure of the Dublin HRSS operation, delivering a reduction of 3 FTEs and driving operational efficiency, cost reduction, and global service alignment.
· Ran the overtime reduction project which saw the US Payroll Team’s overspend of $160,000 annually reduced to below budget, running the project through my Lean Six Sigma Black Belt.
· This project involved me visiting the Kentucky office for one month, embedding myself in the team, mapping several as-is and to-be processes, running Kaizen events & many workshops.
· Led on the rollout of ServiceNow for our global Payroll & Contact Centre Teams, mapping all as-is processes, designing 20 new processes, conducting risk assessments across the various regions and assisting in the build and deployment by gathering and refining requirements.
Assistant Continuous Improvement Lead, Skanska                                               July 2014 – March 2018
· Provided critical support in delivering a comprehensive continuous improvement programme within the OneAlliance partnership between Skanska and Anglian Water. This work spanned both internal operations and cross-organisational collaboration, driving quality and efficiency.
· Took lead on the WNI Governance Reform Project, focused on unblocking long-stalled infrastructure initiatives. Through structured governance redesign, project tracking, and stakeholder engagement, successfully reduced the number of stalled projects from 27 to 9.
· Conducted detailed reviews of governance pipelines and workflow rework loops, supporting regional managers in identifying and resolving project blockages. Designed interventions to streamline approvals, enhance decision-making, and remove bureaucratic friction points.
· Collaborated with the WI Team to address workflow inefficiencies causing delays, communication breakdowns, and documentation issues. Mapped the as-is process, led waste analysis, and designed a to-be future state, successfully eliminating most existing bottlenecks.
· Conducted field visits to multiple water infrastructure project sites, engaging directly with site teams to understand their operational pain points. Identified root causes of project delays and launched a series of on-site improvement initiatives.
· These initiatives included the digitalisation of documentation, timesheets, and governance workflows, significantly freeing up time for frontline teams – all which I supported heavily on.
· Designed and implemented a suite of new reporting tools covering site reliability, waste and rework metrics, project governance progress, and error/fault tracking. These insights enabled more proactive decision-making and performance management across the programme.
Zellis, Change Analyst                                                                                                       July 2012 – July 2014
· Championed a Centre-wide transformation agenda initiated by senior leadership, focused on enhancing operational performance, service quality, and cost efficiency. 
· Led a comprehensive initiative to address poor customer satisfaction, successfully increasing CSAT from 30% to 80% within one year and improving responsiveness metrics to over 90%. 
· These achievements were driven by survey redesign, targeted communication strategies, and data-led service enhancements between biannual survey cycles.
· Supported the downsizing of the Peterborough Centre from 60 to 50 FTEs, implementing process reforms, standard operating procedures (SOPs), and delivering training for the offshore team in India, ensuring minimal disruption and continued service quality.
· In parallel to this, I supported on the reduction of the Peterborough Centre size from 60 FTE to 50 FTE, reforming processes, creating SOPs, training the new staff in India, all successfully.
· Led the project to transition the Zellis Benefits Helpdesk from Cluj, Romania to the UK, including travel to Cluj for knowledge acquisition, preparing UK-based teams for operational takeover, and redesigning workflows to streamline service delivery and improve efficiency.
· Addressed significant backlogs in the client-facing referencing team by mapping existing processes, identifying inefficiencies, and delivering a redesigned workflow and organisational structure—resulting in improved throughput and reduced delays.
· Supported the rollout of new internal systems across contract management, time management, HR, and disaster recovery, and developed integrated dashboards and performance intelligence reporting to drive data-informed decisions and visibility.
Career history – additional jobs
I have also supported businesses ad-hoc and freelance in their business improvement endeavours.
Centralis                                                                                                                                        May – July 2024
· Facilitated 60 process mapping workshops to map out over 100 processes in Client Services, Finance, IT and Business Development over 6 Jurisdictions (UK, LUX, NED, IRE, HUNG, SWIZ).
· Gathered over 250 pain points, opportunities and areas for improvement, as well as documenting all systems used, purchased but not used and those in need of an upgrade.
· From this, I pulled together a detailed recommendations report, presented it to the CTO and the Board, including a plan of action for how to approach any required changes.
· This work was requested due to extensive M&A work going on within the firm and the requirement for a round of funding later in the year.
Education & training
Target Operating Model, Hudson & Hayes		             			                   July 2023
· Covered off how to build out a brand-new Target Operating Model in an organisation.
· This included how to build design principles, the tools to support the construction, how to change the organisational culture, how to build out a digital operating model and more.
Business Analysis, BCS								     Throughout 2021
· Completed the Foundation, Practitioner and Professional modules - topics included the below.
· Digital Business Change, Organisational Behaviour, Data Management, Requirements Engineering, Business Finance, Business Architecture, Agile Business Analysis and more.
Lean Six Sigma (Black Belt) – Trained by Marsh & McLennan Master Black Belt                    April 2019
· Trained by an internal Master Black Belt through the MMC Lean Transformation Programme.
· My project looked to reduce overtime spend by the North America Team from $160,000 a year to under $80,000 (the budget was $80,000). Following my project, overtime spending reduced by 90%, banking a saving of $144,000 and saw next year’s budget reduced by 75%.
Lean Six Sigma (Green Belt) – Trained by the British Standards Institute (BSI)           April – May 2017
· Studied the Define, Measure, Analyse, Improve and Control methodology, a range of process and root cause analysis tools and how to approach the voice of the customer successfully.
Lean Six Sigma (Yellow Belt) – Trained by Skanska Master Black Belt                                 October 2016
· Spent 3 days learning about Lean and Six Sigma tools to deliver business improvement solutions, facilitate and support workshops and projects and achieve targeted metrics.
Sociology BSc, London School of Economics and Political Science           September 2009 – June 2012
· Modules studied - Human Resource Management, Statistics, Research Methods, Work, Management and Globalisation, Sociological Theory, Economics. 
