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	Personal Profile

	A degree educated, Senior Technical Author with skills in Process Analysis, content writing, content and document strategies and Information Governance. Self-starting, assertive and flexible with a consultative approach to the management and writing of Technical Content, Policy, Process and Standards Documentation which includes compliance documents, ISO27001, PCI/DSS and ITIL.
Expertise in creating documented ITIL frameworks, Service Management, Security requirements (policy and Processes), and BPMN (Level 1-4) VISIO diagrams (Network and Security Data Flows). Operating Procedures and Policies that help to secure and manage an IT infrastructure.
Responsible for managing core material content changes to meet client expectations. Highly organised, precise and logical, and capable of leading workshops to gather information for Technical and Process documentation projects with experience working in Agile environments and DevOps teams.
I write Blogs for my website and have contributed articles to LinkedIn about the world of technical authors and writing content for company websites.
I am also a published novel writer, and in between contracts, I work on research and writing. 

	Specialist Documentation Experience (SDE)

	ITSM & Bus. Process Analysis.
	Policy, Process, Plans and Operating documentation

	IT Service Management (ITSM) based on ITIL best practices. Level 1 to 4 BPMN VISIO Processes and Narratives.
Service Design, Service Transition, Service Operation and Continual Service Improvement.
Delivery and Service Support areas of Service Level, Availability, Capacity, Financial, IT Service Continuity Management; Incident, Problem, Change, Release, Configuration Management and Service Desk.

	Delivering written Policy, Process & Standards
ISO27001/9001 compliance documentation to support a company's GDPR, PCI/DSS, Security project
documentation to support a Disaster Recovery scenario
Operating Infrastructure documentation to support the functions of a large-scale Network
a suite of documentation to help IT teams manage the pre-migration and post-migration stages of a Cloud-based service program.

	Technical Authoring and Content Management Skills

	Audit and gap analysis
Bespoke user guides (UG)
Challenge the 'Norm'
Communicating/Interviewing
Content Design & management
Continual Improvement
Developers guides & API
Document Lifecycle & management 
	Editorial
Facilitation skills
How to documentation?
Installation Guides
Interviewing SMEs
Knowledge Transfer
Knowledgebase (Wiki)\Online help
Operating guides (infrastructure)
Policy, Process & Standards (PPS)
	Process analysis
Service level agreements
System admin manuals
System capabilities
Template design
Tracker Spreadsheets
Troubleshooting guide
Workflow mapping

	Tools

	Atlassian Confluence/ JIRA
Adobe PhotoShop
	MS Office Suite (2016 Adv User)
MS VISIO
	SharePoint
Zendesk

	Technologies

	Active Directory (AD)
Client-Server Technologies
Distributed enterprise systems
Microsoft Server 
	Network Area Storage (NAS)
.Net Framework (vNext)
SCCM
Storage Area Network (SAN)
	SQL server
UNIX – Linux – Oracle
VMware
XML/HTML/JAVA/PHP







	The Company
	The Role

	October 2020 to Current
Vanquis Bank
Home Based (COVID)
	Contracted to advise on Policy, Process and Standards documents following ITIL best practice.
Revising multiple documents ahead of an audit to ensure the business adheres to Bank of England and FCA requirements,
Migrated documents to a new template,
Acted as a focal point to make documents consistent with new formats and terminology.
Active in the SharePoint arena to manage documentation.

	Sept 2020 to October 2020
ING Amsterdam
Home Based (COVID)
	Contracted to provide a set of new documentation for the Bank's Oracle DBAAS teams.
ING needed to adhere to the new Risk controls and regulations. The task included writing documentation containing two points:
1. How the bank adhered to the process.
2. an In Control Statement to demonstrate to regulators how the team manage:
· CMDB registrations,
· Change management,
· Security Event Monitoring
· Incident management

	March 2020 to Sept 2020
COVID lockdown 
Volunteer Work
Home Based projects
	Volunteered to collect and distribute groceries to elderly neighbours unable to leave the house due to health problems.
Took the opportunity to publish two Technical Writing eBooks:
· The Survivors Guide.
· The role of a technical writer in a data centre project
· Published a novella in August - Confessions, Lies and Family Ties.

	Raytheon
Dec 2019 to Feb 2020
Contract Technical Author
Gloucester

	Contracted to manage the Digital Content Strategy using Confluence and SharePoint.
Worked closely with Cell Lead to create a digital content structure for Confluence and SharePoint using the People, Process, Technology (Data) Standard,
defined a Content and Information management Policy and Strategy,
content designed to develop a culture around creating informative content,
rewrite/edit useable content for clarity,
write and maintain help content for administrators,
advocate for high-quality presentation standards and visual and architectural consistency.

	Hillier Smith and Freehills (HSF)
May 2019 to Aug 2019
Contract Technical Author
Canary Wharf 
	Contracted to review and update the content related to the PPS documentation for an ISO27001 Audit.
Performed analysis of existing documentation to highlight gaps in the content and potential audit failure points,
created a template to adhere to audit standards and ISO27001 requirement.

	PricewaterhouseCoopers (PwC) 
Oct 2018 – March 2019 Contract Technical Author Embankment, London

	Contracted to fulfil multiple roles (Technical Author/Content Manager/ Documentation Manager /Process Writer) for the GI Source Master Data Management team:
Conducted an audit of the team documentation folders to implement a documented strategy,
creating and managing customer focussed technical and business content using Confluence,
acting editor to ensure consistency across all documentation,
working with US-based Development team to monitor technical documentation for the new software release. (Swagger RESTful APIs).




	Virgin Expereince days - Aug 2018 – Sept 2018 Contract Technical Author Bourne End Bucks
Contracted to advise on documentation requirements ahead of the company returning all first support services in-house:
Preparation of As-is technical operations document containing Technical details and VISIO network drawings demonstrating the Virgin Experience Days and Third-Party support infrastructure, the report serves as a reference to help development staff build and create new In-house network.

	Weight Watchers (WW) Feb 2018 – May 2018 Contract Technical Author Maidenhead, Berks
Contracted to work on a General Data Protection Requirement (GDPR) documentation project.
Create and analyse Data Flow Diagrams (DFD) to understand Customer Personal Data's flow within the European and USA infrastructures.

	Game Limited - Sept 2017 – Nov 2017 - Contract Technical Author - Basingstoke, Berks
Contracted to produce PCI/DSS documentation project ahead of a formal audit to ensure Game complied with security requirements.
Creating from scratch new PPS documentation to ensure compliance with regulations

	Sysdoc - March - 2017 to June 2017 - Contract Technical Author – Kidlington - Oxford
Contracted to work on Sysdoc client site alongside a business transformation specialist to evaluate and standardise BPMN for the 'As-is' operations related to the ITSM processes. 

	Vodafone - Jan 2017 – March 2017 - Contract Process Writer - Newbury, Berks
Contracted to work on a New Product Design standardisation project

	NBC Universal International - Nov 2016 – Dec 2016 - Contract Technical Author - London
Contracted to revise, review and perform an information gap analysis on SOP documentation needed for an Azure Cloud-based service.

	Employed as a Technical Author between 1996 to 2014 at the following companies:

	Adecco UK Limited (OpDoc)
Amey plc
AQA (Op and DR)
ATOS (Euro control)
ATOS Origin (located on AIG site)
Avenue A | Razorfish (OpDoc)
BT Plc (OpProcesses)
Capita IT Limited (Multiple User Guides)
De Beers (Marketing Documentation)
Department for Work & Pensions (Operating docs)
Elexon (Government Quango)
Hewlett Packard Enterprise
Intelligent Maintenance (User Guides)
IntrerXion (Data Centres, ITIL Operations)
Maersk Group
Morrison Supermarkets (Disaster Recovery)

	Nationwide BS (Disaster Recovery)
National Grid NSB Retail Systems plc (EPOS User Guides)
NTT Europe (Business Content Writing)
Product Education (Work Instructions)
Religare Capital Markets (Policy and Process)
RIM (Blackberry)
Robert Bosch Limited (Operating Processes)
Salesforce (ISO27001)
T-Mobile (Document Management)
TEC (UK) Ltd (EPOS User Guides)
TEMENOS UK Limited (S/W User Guides)
Virgin Media (ISO27001- OpDoc)
Vodafone
Wescot Credit Services 



