BILL BROOKS

PROFILE

A highly experienced and recognised Operations Specialist & Change-Agent, encompassing some 20 years with Fortune 500 public and privately held companies in the Financial Services (FS), Telecommunications, FMCG & Management Consulting industries, whose personal drive and results focus has enabled success in conducting business across a broad range of geographies spanning the Asia-Pacific region (APAC), UK, Europe and the Middle East.
My core competencies are:
· Comprehensive Operational Management expertise across a broad range of functions, geographies, 

challenges and objectives 

· A demonstrable track record in designing and building large, greenfield operations 

· Deep experience in Operational Performance optimisation, Customer Experience Management and Direct Marketing 
· Proven Program Management capabilities across an extensive range of project types including 

Business Process Reengineering, Organizational Change, new business start-ups, e-Commerce and a 

broad range of voice & data technology upgrades & implementation projects

· Exceptional problem solving, team building and communication skills 

· Strong Business Development, Sales and Negotiation skills 
· Always employs sound business judgement and discipline delivering stakeholder value across a 

variety of business functions and with cross-functional teams

· Unique perspective in decision making having worked ‘on all sides of the table’ ie. customer/user, vendor/supplier & consultant.

PROFESSIONAL SUMMARY


Management Consulting Sector

STAST Consulting Group (HK) Ltd, Owner & Managing Director


             2001 – Present













      Hong Kong

Financial Services Sector 

· Barclays Bank, London - Global Contact Centre review
 



      2008 - 2009 
· Woolworths/HSBC, Sydney -  Project Director (Turnkey Customer Service operation)                       2008                                                                                                                     
· HSBC, Hong Kong - Contact Centre strategy

                    



    2007

· BIDV, Ho Chi Minh City - Multi-channel customer touchpoint strategy                                                  2007

· Aegon DM Services, Tokyo - Regional Director Business Effectiveness, APAC

      2005 - 2007
· Cigna International, Singapore - Regional Telemarketing Director, APAC

      2002 - 2003
· Suncorp, Brisbane - General Manager - Call Centre Operations



      1998 - 2000
Telecommunications Sector 
· ChungHwa Telecom, Taipei - Operational best practice & Sales optimisation training                        2007
· China Mobile, Guangzhou - Operational review 






     2007
· ECS Telecom, Seoul - Sales optimisation






     2007
· United Telecommunications, Melbourne




                   1995 - 1998
    -     General Manager – Business Development



1997 - 1998
         -     General Manager – Operations




1995 - 1997
· Telstra, Melbourne 








      1991 - 1995
          -      National General Manager – Telemarketing



1994 - 1995
          -      General Manager – Victoria & Tasmania



1993 - 1994
          -      Regional Sales Manager – Melbourne Metro.

                
1992 - 1993
          -      Regional Sales Manager - Melbourne North



1991 - 1992
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Vendors (supplying both the FS & Telco sectors)

· Eyretel,  APAC sales growth through distribution expansion


                 2001 - 2002
· Altitude Software, APAC sales growth through distribution expansion


    2001 - 2002
· Nortel Networks, Vice President – eBusiness Solutions




    2000 - 2001
FMCG Sector 

· CIMU, Joint Managing Director 






                 2003 - 2005
· Victa Australia









    1986 - 1991

   -      Managing Director - Victa UK







    1988 - 1991

   -      Regional Manager - Queensland & South Pacific 




    1986 - 1988


PROFESSIONAL EXPERIENCE


Barclays Bank PLC       






                              2008 – 2009

Global Contact Centre Review







                 London, UK
An initial review focusing on Italy, France, Portugal, Spain & Ireland in terms of customer-centric, profit centres, was conducted and resulted in excess of €4m in cost savings being identified that could be delivered by 30/6/09. A supporting strategy and project plan was produced to support the savings deliverable.

The strategic review was across six key areas:

1. Improve customer experience - First call resolution, intelligent routing, end to end sales capability, instant fulfillment

2. Increase number of contacts - Outbound & customer retention activities, ensuring that at a regional, cluster & global level, best practices were in place to maximise the investment in technology and warrant the most cost effective vendor agreements

3. Optimise IVR & Capacity Planning - Informed & effective capacity planning , strategic use of MI & analysis, effective service problem management, visible leadership support

4.  Improve product eligibility & drive profitability - Range of profitable and price competitive products, partnerships with Compliance / Risk, Marketing & Product areas 

5. Implement a true sales culture - Sales DNA, effective & efficient hiring, variable compensation, effective reward & recognition, effective training and coaching

6. Improve fulfillment -speed to cash - Improve customer journey & back office processing.
Woolworths Limited







                 

     2008 
Project Director - Customer Service                                                                                          Sydney, Australia
Responsible for building a turnkey Customer Service operation to support the September 2008 launch of the joint Woolworths/HSBC credit card. The role directed and supervised the following activities:

· Site selection, construction, layout & fitout

· Voice & data technology strategy, vendor selection & deployment

· HR – six key areas

· Labour provider RFP

· Recruitment

· Compensation

· Induction training 

· On-going training including QA program, remedial coaching & new product training

· Performance management

· Development & deployment of all operational processes including Call Scripting & Knowledge Management System 
· Development of operational reporting for Centre, Team & Agent levels
· Liaison with HSBC management (Australia & HK) on all operational matters
· Project budget management / expense control.
The Customer Service Centre successfully cut over on 1/9/08 and exceeded all agreed performance standards during it’s first 3 months of operation. The build came in on-time and under budget.
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Aegon Direct Marketing Services 






   
      2005 - 2007 
Regional Director – Business Effectiveness, APAC





  Tokyo, Japan                                                                               
The key responsibilities of this role were to provide leading edge, operational and motivational support to all Asia Pacific countries in terms of identifying and implementing best practice methodologies in the effective deployment and continuos execution of People (HR – recruitment, training, remuneration, performance management etc), Process (systems, workflow, project management etc) and Technology (voice and data platforms).

The main achievements of this role were:

1. Successfully running the Transamerica Direct Marketing Japan operation (nearly 12 months) until a new Executive Management team could be recruited and trained, whilst still fulfilling the objectives of the Business Effectiveness role across the APAC region
2. Creation of an Advisory Board to expand potential Partner (Distribution) opportunities

3. The introduction of AEO (Actual Expense Outsourced) Telemarketing operations across the region 

4. The introduction of hosted voice technology as a cost effective alternative to traditional investment

5. Re-introduction of DM/TM into Taiwan

6. Appropriate & consistent Regional & Country reporting.
CIMU Pty. Ltd. 








 

      2003 – 2005
Joint Managing Director 







   Melbourne, Australia   
In July 2003, I bought a half share in an under performing wholesale office furniture business that imported product from Asia and Europe and distributed such throughout Australia & New Zealand. 

I devoted all my experience & energies to create a foundation for this business that would deliver predictable, sustainable & profitable results. This entrepreneurial experience was like attending a back to basics boot camp for business management, totally re-energising me. Since becoming involved, the business grew by a factor of three and returned to profitability, new accounts opened in Australia and New Zealand and a management team developed to a level that enabled to me to move on, as well as selling my share of the business. 
Cigna International 








            
   2002 – 2003

Regional Telemarketing Director, APAC 






     Singapore

The purpose of this role was to introduce current best practice methodologies in the areas of People (HR), Process (Operations) and Technology (in particular voice technology) to ensure all customer contact was able to be executed in a profitable, predictable and sustainable manner & in a consistent manner across the APAC region. These deliverables would underpin achievement of the existing business plans and forecasted growth. Telemarketing (TM) revenues for 2003 were forecasted to be in excess of $US500m from 2500 TM seats in 6 different countries. The main achievements for this assignment were as follows:

· Redesigned and upgraded CIGNA Taiwan’s telephony infrastructure to overcome severe capacity restrictions.

· Successfully built and cutover a 300-seat (in Seoul) and a 600-seat contact centre (in Deagu, Korea) for CIGNA Korea. This included overseeing all people (HR), process (operational) and voice technology requirements.

· Conducted analysis of current Contact Centre HR practices against best practice for CIGNA Hong Kong and CIGNA Taiwan. Review recommendations were accepted and executed.

· Built CIGNA’s first customer contact operation in Shenzhen, China to support the JV with China Merchants Bank. This included overseeing all people (HR), process (operational) and voice technology requirements.

Eyretel & Altitude Software  




                         


     2001 – 2002

Consultant – Sales growth / Distribution expansion 





      Hong Kong
During this period the two companies Eyretel (now Verint) & Altitude Software retained me to guide and assist their sales growth and expansion in the Japan and Asian market places. The main achievements from these two assignments were:
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· Creating an Advisory Board for Eyretel Japan to short circuit the traditional processes and timeframes in establishing new channels to market. This resulted in 2 new channels to market being established by May 2002 latest ie. new revenue streams of $US4m.
· Appointing a new Altitude Software distributor in Thailand in early December 2001 which resulted in sales in excess of $US3m, within the first 12 months of their appointment. 
· Appointing a new Altitude Software distributor in February 2002 for the ANZ region. This distribution agreement was subsequently expanded to cover Singapore, Malaysia, and other ASEAN countries, India and the North Asian markets. 
Nortel Networks  

                                                         2000 – 2001      Vice President & General Manager – eBusiness Solutions, Asia-Pacific 


       Singapore
The dimensions of this position were total P&L responsibility for the APAC region (Australia, New Zealand, Japan, the Indian sub-continent, Greater China and the ASEAN countries, revenue of $US75m and a FTE headcount of 123.
· FY2000 to 31/12/00, APAC was the only region to achieve their P&L targets, both revenue and expenses. This was achieved whilst still integrating Nortel Networks Call Centre (Meridian PABX and Symposium CTI) Periphonics (IVR and speech applications) and Clarify (CRM) organisations into one division - eBusiness solutions
· Achieved first sales into Taiwan and Malaysia

· 1H01 P&L targets (revenue and expenses) achieved despite headcount restrictions in place since 10/00
· Significant revenue growth in Asia through the expansion of the number of Channel Partners
· Headcount optimisation through establishing relationships and certification of Alliance/Channel Partners
· Prepared in rapid time so as to maximise revenue return, then participated in the divesture of the Clarify, Service Commerce and Periphonics Business Units. 

Suncorp Metway  

                                                                                   

      1998 – 2000 General Manager – Call Centre Operations 





      Brisbane, Australia

Provided leadership and direction in developing strategies, people and operations that improved customer contact and significantly grew on-line revenue generation across all channels, products and services thus maximising the potential of on-line distribution. Headcount as at Q100 was 642 FTE. Notable achievements were:
· In October 1999, SML Call Centre operations were benchmarked by TARP as the highest ever ranking large (250+seat) call centre operation in the Asia-Pacific region, eclipsing the previous best result by United Telecommunications.

· Introducing a separate Certified Agreement from the main SML CA, in April 1999 with 92% voter turnout and 68% acceptance at the first ballot. This was the 1st time in SML’s history that only one ballot was required.

· Achieving SML’s first competitive wins for outsourced Call Centre work, both with the Queensland Government ie the Bank of Queensland float and then the Queensland TAB float. 

· After due diligence nationally, a new greenfield, Contact Centre was built in Toowoomba, that went live on time and significantly under budget.

United Telecommunications  






             
      1995 - 1998 
   Melbourne, Australia                                                                 
General Manager – Business Development


                                            1997 - 1998

The main objective of this role was to reduce the dependency of the company on the single Telstra contract by securing additional Call Centre contracts from other vertical and geographic markets. Notable highlights were:
· Signing an agreement with the Tasmanian Government to build a 250 seat multi-media, web-aware Call Centre by Q4, FY 97/98, for multi-client use 

· Achieving the highest first up rating in Asia Pacific Region for large, 250+ seat Call Centres through TARP benchmarking and audit 

· Securing a contract with a New Zealand utility to provide billing and customer service 

· Securing a contract with Victorian Ambulance to provide membership customer services.
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General Manager – Operations

                                                         1995 - 1997

Responsible for building a 450-seat, 7 x 24 call centre, in an 8 month time frame, which included overseeing the areas of:-

· Facilities, location, make-good and fit-out

· Recruitment and training

· Voice technology and communications

· Billing and credit management

· Customer services 
· Transition of customers from Telstra to United Telecommunications (UT) 

· Managing 7 direct reports and 450 indirect reports.

Notable achievements were:
· The timely and successful launch of the UT operation both AMPS and GSM ie. the progressive cutover of 500,000 services, from Telstra to UT, over a 3 month period.
· All Telstra performance benchmarks exceeded eg cost/call, GOS, ASA etc. through strict adherence to WBP in Call Centre operation for people, process and technology.

· Establishment and expansion of mobile phone Distribution Channels (Strathfield Car Radio, Mobiletronics, Let's Talk Communications), in line with budgeted connects.

Telstra  

                                                                                         

     1991 – 1995
                Melbourne, Australia
National General Manager – Telemarketing

                                                          1994 - 1995

· Successfully negotiated with staff & unions for the implementation of a permanent workforce at the NTC, both full-time and part-time that saw a considerable reduction

· Consolidated 6 Telemarketing Call Centres into one site without compromising the 1994-revenue target of $74.5m or customer service standards

· Revenue targets achieved during the consolidation without any degradation to customer service levels ie a seamless transition to a single site operation.

General Manager - Vic/Tas, Commercial & Consumer
                                                            1993 - 1994

Regional Sales Manager - Melbourne Metro Region, TR&NS

                                                          1992 - 1993

Regional Sales Manager - Melbourne North, TR&NS
                                                            1991 - 1992

VICTA UK  





            
                                

      1988 - 1991

Managing Director 









     London, UK

The main objective was to improve the profitability of the company and work the turf-care market so that a distributor could be appointed within three years without loss of market share.

· Doubled previous year’s earnings before interest and tax by substantial reduction in administration and distribution costs, more responsible advertising and a 20% increase in revenue
· Expanded export business throughout all Northern Hemisphere areas, including record sales into Middle East and North Africa, and gained first sales in Eastern Europe.

VICTA Australia





                   


      1986 - 1989

Regional Manager - Queensland & South Pacific 




      Brisbane, Australia


· Grew Queensland sales 15% year on year which meant achieving State market leader status in 1988 & 1989, the first time for over 10 years

· Expanded export business through ‘first-time’ sales into PNG, Solomon Islands and Fiji.
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QUALIFICATIONS




Monash University


     -    Bachelor of Science

Telstra Learning (in association with KPMG)

     -    Executive Leadership & Development,
 Australian Management College

     -    Advanced Management Course

Australian Management College 

     -    Corporate Finance.
AWARDS & ACHIEVEMENTS




National Award

      -    Nominated for the Australian Prime Minister’s Award 2005 

APAC Award

      -    In 1996 United Telecommunications awarded best 250+ seat Call Centre (highest ever rating)

      -    In 1999 Suncorp Metway awarded best 250+ seat Call Centre (highest ever rating)

International Award 

     -     The Smithsonian Computerworld Academic Council confirmed my induction into their Council as a
            Laureate Award winner at it’s Annual Awards Ceremony in Washington, June 2001. 

Sporting Achievements

     -     1973 – 1995: Played and coached water polo at all levels - club (local), State (Victoria and Queensland)
            and International (Australia, Wales and Great Britain). 
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