Gavin James Pomfret

“Nutkins”, 5 Lower Chestnut Drive, Basingstoke, Hampshire, RG21 8YN.

Tel: 01256 414888
Mobile: 07730 513813

Email: gavin.pomfret@ntlworld.com
Personal Profile:

20 years of IT experience in various operational and Service Management roles.  Primary exposure to Operations Management, Service Desk, Capacity Management, Availability Management, Service Level Management, and Incident / Problem Management, and have ITIL Manager (Red Badge) Qualified, with government security clearance to SC Level.

I started my career in Operations where I gained extensive exposure to the Service Desk, and Incident and Problem Management.  My role in Capacity Management developed into availability management and monitoring, working directly with the Service Level Managers to report on service quality, availability, and to identify realistic SLA kpi’s/targets.

The role developed further, monitoring application end-to-end response times for SLA’s, and then working with business units to identify business process improvements, and improved app design.

17 years experience covering all aspects of team management to direct reports and virtual teams.

I have defined the Capacity Management process and procedures to ISO20000 accreditation level, and have been actively involved in defining other associated Service Management processes.

At various stages in my career I have managed software tool selection, negotiations, supplier management (BMC, Candle Software Corp (now part of IBM), NetIQ, Metron, HP, and ICL Fujitsu).

I have experience of managing small and large(SAN Implementation) projects to Prince2 guidelines, financial budgeting, and charging mechanisms.

Key Technology Exposure: SAN, Citrix, HP Unix, Mirapoint Email, Web Technology infrastructure, ICL Mainframe, EMC Storage Arrays, HP EVA Arrays, Windows 2000, Networks, Internet/Intranet, and PC Technologies/Tools.

I learn new skills quickly, both technical and personal, and am always trying to better myself.  I take pride in everything I do, am very adaptable to new situations and change, and believe everything can be improved upon in some way.  I am competitive, and strive to be the best at whatever I choose to do, and will find a solution if a solution can be found.

Employment History:

Cable and Wireless

Service Delivery - Capacity, Performance, and Monitoring Manager
Jan 2006 to Present
In my current role, I am responsible for the creation of the Capacity Management Process, following ITIL guidelines and adhering to ISO20000 (ITIL) standards (accreditation gained since taking this position).  This involved identifying all resources that required monitoring agents, identifying key metrics to monitor, the creation of all Capacity and Performance processes ensuring that they compliment and are compatible with all associated teams, the creation of a Capacity Database (CDB), and the creation of a capacity plan.  I cover all three aspects (Business, Service, and Resource) of Capacity Management in this role.  A key element is liaising at all levels with the customer’s Capacity Management peers, suppliers of software and infrastructure, and the management of a virtual team spread over three sites.  The programme that I am working on requires Government Security Clearance that I now have to SC level.

Career  Break (due to personal reasons)

Business / Financial / Supplier Management




Nov 2003 to Nov 2005

I was in a position at Centrica where redundancy was one option available to me, at a time when my mother had been diagnosed with terminal cancer.  I chose to take a career break, with the aid of my redundancy, whereby I could look after my mother in her last months.  My mother passed away in the July of 2005.

During this time I also assisted my wife in a business start up.  My management skills, and in particular my ITIL Management Training and process planning was a great asset in setting up the business, and I applied many of the principles to this environment.  My main role in the business was the financial management/accounting, and supplier management.  I ensured all processes within the business were documented, from supplier orders, through to end-customer delivery.  I used my experience to help with supplier management, and all operational aspects including the design, building, and maintenance of the websites, and the design of all forms and documentation. 

Centrica PLC


Service Level Monitoring Manager





Feb 2001 to Nov 2003

Create a new functional team, and select appropriate tools/technology.

The management of the Service Level Monitoring Team, in the form of regular 1:1’s, development plans, and appraisals.

Plan team/project budget allocation.

The creation of team processes and procedures, and their on-going review, ensuring they meet ISO standards.

The creation of standard service reports for Service Level Management

Supplier Management with the providers of selected tools.

Review SLA’s, and form close working relationships with associated Service Management teams, and users.

The provision of realistic metrics to be used to measure application and service quality/performance.
Automobile Association

Capacity Planning Specialist/Team Leader




Aug 1998 to Feb 2001

Analyse statistical information from servers to plan for future requirements.

Produce management reports, highlighting deficiencies, and recommend solutions.

Meet regularly with middle management, developers, and business managers to assess I.T. development requirements of the business.  Make recommendations on future IT requirements ensuring all purchases were justified, and cost effective.

Operations Shift Manager






Oct 1987 to Aug 1998

Efficiently manage a shift, ensuring all computer systems were secured and available when required, project management, printing output and despatching, ensuring all SLA’s were met, managing the internal helpdesk “out of hours” and providing a full incident/problem management function including root cause analysis and root cause prevention, appraising staff twice yearly and generating training plans.



Financial Planning Assistant






Jan 1987 to Oct 1987.

Forecasting, budgeting, writing BASIC computer programs to assist the unit, data input, data verification, data analysis, reports.



Education:
School





College
Cranbourne School,



Basingstoke Technical College

Wessex Close,




Worting Road,

Basingstoke,




Basingstoke,

Hants.





Hants.

Qualifications:

B.T.E.C. – Science Computing Foundation Course – “Merit”

G.C.E. O’Level – Maths(year early), Physics, English

C.S.E. – Technical Drawing, Chemistry, Social Studies, Geography, History 

(studied for four months on a HNC in Business Studies but was forced to quit when starting shift work.)

Professional Qualifications

ITIL Managers Certificate in Service Management (Red Badge)

ITIL Foundation Certificate in Service Management

Additional Certificates

“SC” Government Security Clearance until 2016

Personal Details:

Status: Married with two sons

Age: 40

Date of Birth: 25th December 1966

Nationality: British

Driving Licence: Full

Additional Supporting Information/Experience

I naturally like to improve things, and put quality and honesty high on my priorities.  I don’t appreciate the “If it ain’t broke, don’t fix it!” mentality, and believe that everything can be improved in some way at all times.

I have an excellent understanding of Service Management disciplines, and can apply these to other areas not directly associated with IS, particularly business process improvement and continual service improvement.  I fully appreciate how essential it is for all involved teams to work as one, to ensure the real quality services that are expected by customers are delivered, as well as how important supplier relations are to a successful business.  If one discipline falls down, it can have a major effect on other disciplines.

I have presented to a suppliers’ UK sales force, of how to promote their software products to customers, focussing on how they relate to ITIL Service Management, and the benefits they bring.

I have a clear understanding of the complexities of business financial management since working with my wife on her business venture, and am more appreciative of enforced constraints, whilst still also knowing that financial investment is also often required to get the results that are sought.

I was chairman and treasurer my son’s pre-school, where I managed all finances including wages, National Insurance Contributions, employer’s tax, employee’s tax, rent, budgets, consumables, grants etc.

Training Details

Relevant Qualifications

BTEC Science Computing Foundation Course

ITIL Service and Support Foundation Certificate

ITIL Manager’s Certificate in IT Service Management

Courses Attended

Introduction to PC’s/MS-DOS

Microsoft Word for Windows Basic.

Microsoft Excel 3.0 Basic.

Microsoft MSMail

Microsoft Schedule-Plus

Microsoft Access 2.0 

Microsoft Access 97 Advanced (ARIS/Barefoot)

Introduction to Windows NT 4.0

Microsoft Office ’97

I.T. Security Awareness.

VFO – VME for Operators (ICL).

VAFO – VME Advanced for Operators (ICL).

VSCLOPS – VME SCL for Operators (ICL).

VICO – VME Introduction to Communications (ICL).

NETTERM – Network Terminology (ICL).

VME to Unix Conversion (Pragmatec)

VME Filestore Management (SYSOP)

Planning Capacity for Business Requirements (SYSOP)

Windows NT Performance Workshop – (Metron)

Unix Fundamentals – (SYSOP)

VME Performance Enhancement Techniques – (SYSOP)

Athene Workshop – (Metron)

ITIL Service and Support – Parity

Techniques of Supervision. – AA Training

Inter Personal Skills. – AA Training

Customer Care – Facilitated by T.M.I.

Personal Discussion Workshop – Appraising Staff. – AA Training

Objective Setting Workshop. – AA Training

Time Management. – AA Training

Problem Solving for Supervisors/Management. AA Training

Fair Employment Workshop. – AA Training

Success Through Teamwork. – AA Training

Prince2 Introduction to Project Management – AA Training (3days)

Absence Management Workshop. – AA Training

Disability Discrimination Workshop. – AA Personnel

Six Thinking Hats – Facilitated by Peopleworks

Taking in Information Effectively – CBT

Thinking Creatively – CBT

Speed Reading – CBT

Financial Appreciation (How Money Works in Business) – CBT

Turning Problems in to Opportunities – CBT

Business Words – CBT

Basic Quality Tools – CBT

Getting Your message Across – CBT

Managerial Awareness for Technical Staff – SYSOP

MindGym – CBT

Everything You Wanted to Know about Investors in People – CBT

The Quality Programme ISO9000 – CBT

Customer Service Quality – CBT

Management Training Program (Modules 1, 2 & 3) – Advance Behavioural Capabilities.










