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T H E  R E C O R D ,  I N  N U M B E R S

4,000+ FTE
Contact operation at IAG
International Airlines Group. 12 sites,
three continents.

£38m
Annual operating cost removed
At IAG. Nine outsource partners and
3,000+ agents consolidated to two.

£24m
Savings at Rentokil Initial
With an 80% overall contact reduction,
across 2,000+ FTE and 70+
international sites.

150+ FTE
Contact centre built from zero
D360 Bank, before launch.

150% revenue growth
Against plan, at Total CX
While growing the operation from 75 to
400+ FTE in twelve months, with the
P&L in my name.

3
Working AI prototypes
Any Sector, luxury cruise and Islamic
banking, live and usable at epiccsx.com.
Built by me, not commissioned.

Over 20 years leading customer service and contact centre operations, in teams from 50 to 4,000+ FTE, including
full P&L. I have built functions from zero, turned around failing operations, consolidated BPO estates and made
service a measurable driver of revenue, retention and advocacy, across aviation, banking, luxury cruise, travel,
ticketing, premium spirits, telecoms and parcel delivery.

Across those years the job has required all of it: running the operation, designing the service model, judging the
platform estate that has to deliver it, and building working AI prototypes.

A I  O R C H E S T R AT I O N ,  B U I LT  R AT H E R  T H A N  C O M M I S S I O N E D

I built it: the working GenAI and agentic AI prototypes at epiccsx.com. Not a software product, and nothing to sell.

The work helped deliver: 35 to 40% more enquiries progressed to quotation. 25 to 28% higher quote-to-booking
conversion. 12 to 15% higher revenue per guest. Three months, for a luxury travel group, under NDA.

A luxury cruise booking and guest contact experience. Enquiry through to quotation, sharing, group coordination and
booking, with the AI reading what the guest actually wrote and human ambassadors kept in the loop wherever a person
is worth more than a model. Live at epiccsx.com.

An AI-native Islamic banking build. A working prototype in a regulated sector, built from the ground up rather than
bolted onto a chat window. Live at epiccsx.com.

Any Sector. A working prototype with open natural-language input for any sector. Live at epiccsx.com.

Why I could build it at all. Over 20 years inside CRM, CCaaS, WFM and the back-end platforms that feed them is what
tells you where AI belongs in a service operation and where it will quietly cost you the customer’s trust. I will tell a brand
plainly when the stack it already owns cannot deliver what the brand is promising. It is never a criticism of the people
who chose it. It is the fastest way to stop spending money on an outcome that was never going to arrive.
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E X P E R I E N C E

Mar 2026 to
Oct 2026
Bahrain

EPIC CSX
Customer Service, Contact Centre & Customer Experience Transformation Leader | AI &
Automation

A three-month mandate for a luxury travel group, under NDA. The work helped deliver 35 to
40% more enquiries to quotation, 25 to 28% higher quote-to-booking conversion and 12 to 15%
higher revenue per guest. Prototypes at epiccsx.com show the model I would lead. Not software.

Sep 2025 to
Mar 2026
United Arab Emirates

Emirates NBD
Interim Executive Director, Customer Contact & Service Transformation | GenAI and Agentic AI

A fixed-term mandate to design and secure approval for the GenAI and agentic AI transformation
of a 4,000+ FTE contact operation across Emirates NBD and Emirates Islamic, then hand over.
The approved case targeted 40% OPEX reduction, 10% acquisition uplift and CSAT up 5%+.

Apr 2025 to
Sep 2025
Geneva, Switzerland

Explora Journeys
Interim Global Vice President, Experience Centres | Contact Centre Transformation

A six-month fixed-term mandate, reporting to the President. Abandonment from above 10% to
below 5% in the stabilisation window. GenAI strategy on Salesforce Service Cloud Einstein, with a
path to Agentforce. Recruited the Ambassador Operations leadership team and handed over.

Jan 2024 to
Mar 2025
Bahrain

Total CX
Chief Executive Customer Officer | Fixed-term build, growth and handover mandate

Apr 2017 to
Jan 2024
Global

Alvarez & Marsal
Global Customer Service Experience Director

12+ distinct client engagements across travel, banking, telecoms, SaaS and B2B service
environments.

Apr 2014 to
Apr 2017
United Kingdom, Europe,
Asia, Africa, USA &
LATAM

International Airlines Group (IAG)
Global Customer Service Experience Transformation Leader

Held full P&L. Built and scaled a greenfield contact centre inside Beyon Group from 75 to
400+ FTE in twelve months, delivering 150% revenue growth against plan.

Won three major enterprise clients, including EWA. Introduced Batelco’s first GenAI speech and
text digital assistant: operating costs down 40%, post-interaction CSAT up 30%.

Built a 500-seat greenfield site and recruited the Bahraini management team.

D360 Bank, Saudi Arabia’s first digital-only bank, Nov 2020 to May 2022. As the bank’s first
customer executive hire, built the customer service operation from zero before launch, with a
150+ FTE contact centre. Returned through Alvarez & Marsal on an advisory basis to support
the launch. The bank has since grown beyond three million customers.

Edrington, Global Consumer Service Leader, Jul 2018 to Dec 2019. Around nine brands
including The Macallan: omnichannel experience, customer portal and QR code on the bottle.

ATPI, Group Customer Service Director, Apr 2017 to Jun 2018. £18m in OPEX savings and a
20% sales uplift.

£38m in annual OPEX savings against a 4,000+ FTE contact operation across 12 sites and 3
continents, covering British Airways, Iberia, Aer Lingus and Vueling.

Realigned the outsource estate from 3,000+ agents across 9 partners to a 2-partner model,
with digital innovation, proactive outbound outreach and stronger CRM use.

Golfbreaks.com, Chief Customer Officer / VP Customer Experience, May 2015 to Oct 2016.
Alongside IAG. Booking conversion up 12%; Reevoo rebook rate from around 92% to 99%.
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E X P E R I E N C E ,  C O N T I N U E D

Dec 2010 to
Mar 2014
United Kingdom & Global

Rentokil Initial
Group Director of Customer Care & Contact Centres

Apr 2008 to
Nov 2010
United Kingdom & Europe

Ticketmaster
VP Customer Service

Operating Board position across 12 countries, leading Contact Centre, Digital and Retail sales,
service and fulfilment. Average order value up 20%, successful fulfilment up 25%+, contact
centre operating costs down 40%+, NPS up 25%+.

Feb 2005 to
Mar 2008
United Kingdom

1&1 IONOS
Chief Customer Officer & Global Operations Director

Feb 2001 to
Jan 2005
United Kingdom & Asia

Barclays
Customer Service, Operations & Customer Relations Director

F R A M E W O R K S ,  E S TAT E  A N D  C R E D E N T I A L S

EPIC CSX and TIME EX

EPIC CSX: 36 connected
capabilities covering every point
of contact. TIME EX: Time,
Information, Motivation and
Empowerment for the people who
serve them. Both set out more
than fifteen years ago.

The platform estate

CRM: Salesforce, Oracle,
Dynamics, Zendesk. CCaaS:
Genesys, NICE, Avaya, Amazon
Connect. Core WFM, QM and
analytics tooling.

Education, recognition and recommendations

INSEAD Executive Education, Artificial Intelligence /
Digital Transformation. Certifications: Customer
Service Strategy, Digital Transformation
Foundations, MVP Global Customer Experience best
practice, AI Leadership Programme, ITIL
Foundation. Honour: MVP Customer Experience. 46
named recommendations at
epiccsx.com/testimonials.

S C O P E ,  A N D  W H AT  I  A M  L O O K I N G  F O R

Over 20 years leading customer service and contact centre operations, across multiple sectors, in teams from 50 to 4,000+ FTE.

Seeking one substantial, long-term leadership role as Chief Customer Officer, VP, Director or Head of Customer
Operations, Customer Service or Customer Experience. Permanent is the priority; the right interim mandate remains
open. British, with the right to live and work in the UK. Resident in Manama, Bahrain, able to reapply for an investor visa
carrying the right to work without sponsorship. Globally mobile.

Inherited a logistics customer-care operation with call abandonment above 90% and ASA
above 8 minutes. Within six months abandonment was below 10%, more than 90% of calls
were answered, ASA was below one minute and AHT was down about 25%.

Then scaled the model across the group: 2,000+ FTE across 70+ international sites, £24m in
savings and an 80% overall contact reduction.

1&1 IONOS / Fasthosts, Chief Customer Officer (Interim). Board-level role for UK, US and
international customer operations.

SpinVox / Nuance, Director of Global Customer Operations & Success (Interim). Took global
Ops from 100 support staff to over 4,000 across 14 countries; onboarded 12 new clients.

Travelsphere, Group Customer Service & Sales Director (Interim). Direct-sales conversion up
over 15% (£7.5 million).

Led 3,000 staff across contact centre sites and offshore outsourced back offices. Sales up over
40%, £15m (25%) OPEX savings, and the FSA Customer Relations rating moved from poor to
good, removing the threat of a £20m fine. Won Direct Sales and Best Customer Service
Industry Awards.
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