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Name:  ERRICK Lee Kian Loong
 
Address:  No. 82, Jalan Kerongsang 5, Klang, Selangor, Malaysia

Email: errick1010@outlook.com	                       Tel: +60.11.33.111.071

Total Years of Experiences : Over 23 years (2000 - present)

A leader with deep exposure on various functional and management areas from multi-culture, multi-racial, multinational & matrix organisations.

Skillset •  ITIL / ITSM (Service Management strategy - Governance, Process, Design)
   •  Problem Management - Root Cause Analysis (Proactive & Reactive)
   •  Scaled Agile Framework (SAFe)
   •  Data Analytic
   •  Incident & Major Incident Management
   •  Software Development Life Cycle Standard Compliance
   •  Artificial Intelligence	
   •  PRINCE2 Project Management (Practitioner)
   •  Global Key Stakeholder Management (Matrix & Multi Racial, Regions, Levels)
   •  Multi Vendors/Suppliers Management 
   •  Contract Management (Negotiation, Renewal, Dispute, RFQ / RFP)
   •  Financial Management (Budget Planning, P&L, Cost Optimisation)
   •  Continuous Service / Process Improvement 
   •  ITSM Tools - JIRA, Asset Management (CMDB), Confluence (Knowledge DB), OpsGenie (Major Incident), ServiceNow, BMC Remedy, CSAT
   •  Resource Management (Insourcing & Outsourcing)
   •  People Management (Development & Coaching)
   •  Demand Management
   •  Enterprise Integration (EAI/ETL): IBM App Connect / Cast Iron, WebMethods
   •  ERP (SAP, SAGE UK)
   •  Investment / Banking / Trading (BLOOMBERG, IBOR)
   •  MES / SCADA (General Electric, Johnson Control, Siemens)

Employment History
1. AIA INSURANCE (Public Listed - Hong Kong)  		APR2022 - Present
Role          :  Senior Manager (Lead of Service Management - Group Applications)
Industry    :  Financial Institution / Insurance
Domain     :  Service Management
  Head of IT Service Management within Global Group Applications function.
  Lead the IT Service Management function following Group IT Policy and Strategy.
  Head of First Line Service Operation - Service Desk & Lvl1.5 Application Support.
  Centre of Excellence (Product Owner) - ITSM Toolset (ATLASSIAN Suite : JIRA SM, OPEGENIE, CONFLUENCE, CMDB, CSAT).
  People Digital Strategy - Produce TOM (<3yrs plan) for sustainable growth.
  Complex Stakeholder Management - Build relationship to smoothen e2e delivery.
  Service Owner - IT Service Management Centre for Governance, IPC Processes, Service Operation (supporting >19 group applications and still growing).  
  Process Owner - Champion ITSM Incident, Problem, Crisis & Change Management.
  Chairman of CAB - ITSM Toolset & Enterprise Governance-Risk-Compliance System.
Contract Management - Contract SOW, SLA Penalty/Credit, RFQ/RFP (>6Mil).
Resource Management - Sustainable model to support continuous high demand.
Demand Management - Promote service offerings to BU for e2e IT service delivery. 
Transition Management - Handover new service into BAU on agreed SLA & effort.
Financial Management - CAPEX, OPEX, Service Credit, Licensing, Budget Cycle.
Performance Report - Enable dashboard report to stakeholder (Ms PBI, ITSM Tool).
Maximise Value & Quality - Adopt DevOps & SAFe framework for ITSM Toolset.
Artificial Intelligence - Chatbot promotes self-service capability, improve customer experience and reducing Ticket Volume (Incident or Service Request).
Software Asset Management - Centralised License Provision of ITSM Toolset.
Service Level Management - Quality service delivery for group Service Operation.
Project Management - Project is delivered on-time within budget as per demand.
Vendor Management - Service Review on SLA & escalation with Vendors/Suppliers. 
Leading the Application Managed Services for Group Enterprise Applications.

2.  JAPAN TOBACCO INT. (Public Listed - SWITZERLAND)    AUG2017 - OCT2018
Role        :  Change & Problem & Service Delivery Manager
Industry  :  FMCG (Tobacco)
Domain   :  Service Management (Problem, Change & Service Delivery)
  Ensure service delivery processes according to ITIL framework.
  Influence Multi-Stakeholders (IT, Vendors, Business) for e2e delivery process.
  Service Owner - Service Management Centre for Governance and Process.
  Service Level Management - Ensure quality service delivery from vendor/supplier.
  Process Owner - Problem & Change Processes are practiced across Group IT.
  Policy Owner - Problem & Change Management are adopted across Group IT.
  Chairman of Global Change Advisory Board - Review (approve/postpone/reject) Change Requests from Global Data Centre Infrastructure and Global Applications.
  Vendor Management - Service Review with vendors (ACCENTURE, IBM, etc).

3.  ORANGE S. A. (Public Listed - France Telco)   	              FEB2016 - OCT2016
Role.      : Regional PMO Manager (Business Profitability & Cost Improvement)
Industry : Telecommunications
Domain  : Margin Improvement, Cost Optimisation, Contract Management, P&L
1.  Operational account management of customers in APAC region (> EUR37 M).
2.  Profitability and cost optimisation on all Line Of Business in term of Margin Erosion, Credit Note, Service Credit, SLA breach, Termination Penalty.
3.  Financial Management in term of budgeting, forecasting, reporting, cost and revenue (ie. Gross Margin, EBITDA, Operating Cost, Revenue, etc).
4.  As Business Advisor/Partner to different functions (Sales/Account, Commercial, Network & Access, Customer Service, etc) to support improvement plans.
5.  Improvement Initiatives on financial performance by analysing results, monitoring variances, identifying trends/opportunities (revenue/margin leakages).

4.  HENKEL AG. CO. (Public Listed - German)                         APR2015 – JAN2016
Role       : Service Delivery Manager (Incident, Problem, Crisis, Change)
Industry : Multi (Adhesive Technology, Home Care, Personal Beauty)
Domain  : Service Management
 1.  Ensure service delivery model is adhered to ITSM Process and ITIL Framework.
 2.  Vendor Management of external service providers (ACCENTURE, IBM, UNISYS).
 3.  Accountable of service delivery - Group Applications (ERP, Non-ERP, EUS)
 4.  Identify and Implement Process Improvement through Lean Sigma approach.
 5.  People Management - grown a Successor from Asst. Manager to Manager.
 6.  As Business Partner to ensure high service quality and satisfaction to Business
 7.  Ensure achievement of Internal KPIs, Contractual SLA and OLA.

5. BRITISH AMERICAN TOBACCO (Public Listed - UK)             MAY2005 - APR2015
Role.     : Global Service Manager (SAP ECC, SAP APO, SAGE ERP, IPC)
Industry: FMCG – TOBACCO 
Domain : Service Management (Incident/Problem/Crisis/Change), Vendor Management
2012–2015: Service Management - Supply Chain System (SAP-APO), SAGE-ERP
2007–2012: Service Management - ERP Systems (SAP - FICO/MM/SD/PP, SAGE ERP)
2005-2007: Enterprise Integration SME - IBM APP CONNECT, IBM CASTIRON, SAP PI/XI
 Ensure service delivery model is adhered to ITSM Process and ITIL Framework.
  Influence Multi-Stakeholders (IT, Vendors, Business) on e2e delivery process.
  SME User for ITSM Tools (BMC Remedy, ServiceNow, Fujitsu TRIOLE).
  People Management - grown a Management Associate to Assistant Manager.
  Workforce Management - develop sustainable capability (L1 + L2 supports). 
  Ambassador of IPC (Incident, Problem - RCA, Crisis) - Global Group Applications. 
  Identify Improvement Opportunity through Data Analytic of multi-sources.
  Promote Process & Compliancy Culture across all functions and stakeholders.
  Business Partner - Annual Steering Committee Review with Business Units (AUSTRALIA, KOREA) and Partner/Vendor (INDIA).
Financial Management - TCO, P&L, Service Credits, Cost Optimisation / Saving.
Contract Management - Renewal & Negotiation with respective Vendors (>10Mil).
Vendor Management - Service Providers (SAP, IBM, WIPRO, T-SYSTEM, OBS, BT).
Establish relationships with Global Stakeholder, Service Owner, Service Provider.
Performance Dashboard - Create Monthly Statistical Report to Stakeholders.
Service Level Management - Ensure service delivery process & SLA Achievement.
Solution Designer SME - Ensure e2e delivery of integration solution using IBM APP CONNECT / IBM CAST IRON, SAP PI/XI.
Software Asset Management - Centralised Licensing of SAGE ERP Suite.
Key Member of Organisation Transformation Change Program (Restructure).

6. MAXIS COMMUNICATIONS LTD (Public Listed - MY)           AUG2004 - APA2005
Role	    : System Analyst (WebMethods)
Industry : Telecommunication
Domain  : Enterprise Application Integration (EAI / Simple ETL) - WebMethods
1.  Ensure the SLA/KPI Achievement on Production Support of WebMethod Integrations (SMSC, MMS, BSCS, CMSS, CRM, IVR, PeopleSoft, Payment/Billing and PIN)
2.  Ensure smooth project rollouts with minimal disruption to the business. 
					
7. ASPL (M) PVT LTD   	                                       	               MAY2003 – AUG2004
Role       : Technical Support + Trainer
Industry : Industrial Automation (Training, Consulting, Operation)
Domain  : SCADA / MES
1.  As L2 Technical SME & Trainer for automation solutions (General Electric, Siemens).

8. FSBM I-COMMAND PVT LTD         	                                    AUG2002 – MAY2003
Role       : Senior Software Engineer
Industry : Industrial Automation (Consulting & Project Management)
Domain  : SCADA / MES
1.  To ensure timely project completion for >5 Building Automations in Cyberjaya.				

9. WILLOWGLEN MSC LTD (Public Listed - MY)                       SEP2000 – AUG2002
Role       : Software Engineer
Industry : Industrial Automation (R&D)
Domain. : SCADA / MES
1.  Application R&D on Ms Windows and Open-Sourced environments with C / C++.

Bachelor's Degree of Computer Science / IT (1999-2000)
Institute/University : Coventry University, UK
Grade		         : 2nd Upper Class (Hons)

 Advanced/Higher Diploma of Computer Science / IT (1998 - 1999)
Institute/University : Inti College, Malaysia

Training / Certification:
John Maxwell - LeaderShift Training
Emotional Intelligence for Better Communication Training
Stakeholder Management & Difficult Conversation Training
ATLASSIAN JIRA Service Management - Administration (Advanced)
2nd Upper Class Bsc. Hons. Degree in Computer Science & IT
Six Sigma Foundation (Yellow Belt).
Prince2 Project Management - Foundation Certified
Prince2 Project Management - Practitioner Certified
Enterprise Integration (EAI / Simple ETL) - IBM App Connect / IBM Cast Iron
Lean Sigma Foundation (White Belt)
ITIL Service Management V3 - Foundation Certified
ITIL Service Management Lifecycle (Intermediate) – Service Design
ITIL Service Management Lifecycle (Intermediate) – Service Transition
ITIL Service Management Lifecycle (Intermediate) - Service Improvement
ITIL Service Management Lifecycle (Intermediate) – Service Operation 
SAP XI (Exchange Infrastructure) - Foundation Certified
Sekolah Pelajaran Malaysia (SPM - Secondary School) - Grade 1

Recognition / Appreciation:
Service Management Achievement by Global Head of Group Application in BAT
Employee Recommendation by General Manager of Orange S. A. (France)

Personal Particulars & Preferences
Language Competency: English, Chinese (Mandarin, Cantonese, Hokkien), Malay                             
Nationality : Malaysia		          				 Gender : Male  
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